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Section 1 Introduction - Background to the 2011 Report 
 
 
1.1 The Long Term ,PSRUWDQFHRI&RQWDFW&HQWUHVWR6FRWODQG¶V(FRQRP\ 
 
Over the past three decades the Scottish economy has undergone major restructuring 
characterised by the transition from the traditional heavy industries to increasingly service-
based activities. While important continuities existed, not least in the important legacy of 
Scottish-based financial services, the contraction of manufacturing has nevertheless been 
remarkable and has included not just older manufacturing, shipbuilding extractive industries, 
but also much of the more recently-established electronics production.   
 
Within this context, call centres, or contact centres - to give them their more recent appellation 
- became an increasingly important area of economic activity from the early 1990s onwards. 
During the years of its most rapid expansion, the sector accounted for a large proportion of new 
employment; in 2001, the UK Department of Trade and Industry estimated that contact centres 
were responsible for 38 per cent of all new jobs created in Britain (Taylor and Bain, 2003: 1). 
This percentage was considered to be even higher in Scotland. 
 
,QGHHGWKH8.JRYHUQPHQW¶VVXUYH\RIFRQWDFWFHQWUHV'7,VKRZHGWKDW6FRWODQGWKH
North West of England and Yorkshire had the largest concentrations of contact centre 
employment in the UK. The so-called peripheral regions (Richardson and Marshall, 1996; 
Bristow et al, 2000) had become important locations because of multiple factors including 
those relating to the lower relative labour costs (than in London and the South East of 
England), the availability of customer service skills and, of course, the locational decisions 
taken at corporate level to contact centres in these particular regions.  
 
Research conducted by the author (and his late colleague, Peter Bain) had charted the rapid 
growth of this new form of interactive customer contact. In 1997, the first authoritative study 
of the industry in Scotland, sponsored by Scottish Enterprise, established the level of 
employment (16,000), the number of centres (119), workforce composition, sectoral and 
company breakdown, the nature of workflow, geographical distribution and locational 
dynamics (Taylor and Bain, 1997). This path-breaking report provided valuable information 
for Scottish Enterprise, local enterprise bodies, the Glasgow-based Call Centre Association 
(now Customer Contact Association, http://www.cca-global.com/) and employers throughout 
Scotland as they developed policies and strategies geared to facilitating continued growth. 
 
Three years later, in 2000, the authors completed a further study which captured the remarkable 
expansion of a sector, which now employed 46,000 in 220 centres (Taylor and Bain, 2001). 
This study also focused on foreign language capabilities and requirements as multilingual 
provision became established as a specialised area of contact centre activity.  
 
Most significantly, these first two surveys emphatically demonstrated that the contact centre 
would remain an important locus of economic activity for the foreseeable future, a conclusion 
which challenged widely held-perceptions that it was a transient phenomenon that was 
particularly vulnerable to the rise of the internet.  
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1.2 Offshoring and the Threat to Scottish Jobs 
 
In 2002, both UK and non-UK owned firms which operated contact centres first offshored 
some of their activities to low-cost µremote¶ locations, particularly India. In the 
summer/autumn of 2002, decisions by the Prudential and HSBC to close centres in the UK and 
open facilities in India and, in the case of HSBC, also in south-east Asia, represented 
significant steps in the globalisation of voice services (see Taylor, 2010a).  
 
7D\ORUDQG%DLQ¶VQH[WVWXG\2003) was undertaken when widespread concerns over the future 
of the contact centre sector were being raised in the face of the perceived threat from 
offshoring to India. Such was the mood of the time that many predicted the extinction of the 
domestic sector1. Even supposedly informed sourcesforecast contraction. One influential 
contact centre consultants, Mitial (2002) predicted that Scotland would lose more than 100 of 
its centres by the end of 2003. Countering these unfounded claims, a key conclusion of the 
Taylor and Bain report of 2003 was that the Scottish sector was still growing (56,000 
employees in 290 centres) and would continue to expand. 
 
Evidence from companies in both source and host geographies - Scotland/UK and India - 
demonstrated that contact centre offshoring was more complex and contradictory than the 
simplistic analysis of an irresistible shift to low cost geographies. Admittedly, lower costs, 
particularly labour arbitrage, was the principal factor driving companies to locate in India, but 
this first comprehensive survey revealed multiple factors that were causing companies either to 
reject offshoring or to limit its scale.  
 
For many companies the advantages of offshoring, did not necessarily outweigh the many 
disadvantages, which included; linguistic and cultural difficulties, labour supply and 
management issues, problems of controlling operations at such a distance, unanticipated start-
up costs, supplier reliability, perceived damage to brand and customer resistance. The study 
also suggested that high levels of attrition in India and rising labour costs would, in the 
PHGLXPWHUPXQGHUPLQH,QGLD¶V%32%XVLQHVV3URFHVV2XWVRXUFLQJSURSRVLWLRQ 
 
This influential report concluded with a significant finding that challenged perceptions. While 
the volume of contact centre services to be migrated to Indian would increase and the Indian 
BPO (Business Process Outsourcing) would rapidly expand in terms of value and levels of 
employment, growth would continue in the domestic (i.e. Scottish and UK) contact centre 
sector. Since the overall demand for contact centre services was increasing, then both the 
onshoring and the offshoring could grow simultaneously.  
 
A further detailed qualitative study of the financial services sector in Scotland in 2005-6 
deepened our understanding of the nature of offshoring, focusing not merely on contact centre 
services but also on the migration of the non-customer facing µback office¶ (Taylor and Bain, 
2006). The report concluded that 6FRWODQG¶V ILQDQFLDO VHUYLFHV KDG EHHQ only marginally 
affected by offshoring. Indeed, within the evolving landscape of global sourcing Scotland was 
able to position itself as a successful nearshoring destination, offering an attractive 
                                                 
1
 Brian Donahoe 03DVVHUWHGWKDWµWKHUHZRXOGQRWEHDFDOOFHQWUHLQ6FRWODQGLQILYH\HDUV¶EHFDXVHLQ,QGLDFDOO
FHQWUHVµRSHUDWHDWDIUDFWLRQRIWKHFRVWRIWKRVHLQWKH8.*ODVJRZHerald, 14 March 2003).  
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combination of relatively low costs and a highly skilled workforce, as well as continuing to 
grow its domestic industry and in particular its own outsourcing segment.  
 
1.3 On the Brink of Crisis -The 2008 Contact Centre Audit 
 
For all its strengths the 2005-6 report (Taylor and Bain, 2006) had not updated contact centre 
employment levels and sector-wide data as had the previous audits of 1997, 2001 and 2003. As 
the media, government agencies and companies were relying on outdated statistics, it was clear 
that a new thoroughgoing audit of the sector was required.  What gave added urgency were 
UHQHZHG IHDUV RYHU WKH VHFWRU¶V IXWXUH Iollowing high-profile closures, notably the Thomson 
travel centre in Glasgow with the loss of 450 jobs. Its closure, on the grounds that customers 
increasingly were using the internet to book holidays, raised bigger questions of the longer 
term viability of the voice model of customer servicing. The decision by Telewest to close its 
South Gyle centre with the loss of 150 jobs following merger with Virgin Media, contributed to 
the prevailing mood of uncertainty.  
 
The facts of important new inward investment projects (O2, Dell and Barclays Wealth 
Management) and reports of the return of voice services from India by Esure, Powergen, 
Abbey and TSB/Lloyds (Taylor and Bain, 2006: 209-10) even failed to counteract negative 
perceptions.  
 
In these circumstances, then, of growing market instability, continued corporate re-structuring 
(particularly the consequences of merger and acquisition), operational re-organisation and re-
engineering, and the pressure exerted by India and other low-cost global destinations, it was 
imperative to undertake a fresh study, five years since the previous audit.  
 
The resulting 2008 Scottish Contact Centre Audit (Taylor and Anderson, 2008) showed that 
employment had grown by 30,000 in the half-decade from 2003 to stand at 86,000 in 2008. 
While centres were dispersed, with several smaller towns having had their first centre 
established in the intervening period. Nevertheless, the overwhelming bulk of employment was 
to be found in the central belt with some quite notable concentrations in specific localities; for 
example, 25,000 were employed in the sector in Glasgow alone, more than 12,000 in 
Lanarkshire and almost 10,000 in Edinburgh. Even more remarkable were the consequences 
for local labour impacts; almost one in ten of those in employment in Glasgow and Greenock 
were employed in a contact centre.  
 
Financial services remained the most important industrial segment with 38 per cent of all 
contact centre employees, followed by the public sector, media and communications, 
telecommunications and utilities in a market landscape of sectoral diversity. One significant 
finding was the continued dynamism of outsourced activity with domestic and internationally 
owned third-party providers accounting for almost 30 per cent of contact centre employment.  
 
In overall terms, then, the Scottish contact centre sector had continued to demonstrate a 
remarkable vitality. Although the pace of expansion had slowed, growth in the absolute 
number of employees had occurred. Many organisations had innovated, blending interactive 
voice provision with other channels of customer contact including email and internet based 
applications. By 2008 the threats from offshoring had further diminished, as offshoring 
organisations understood the rationale for a bifurcated service delivery; standardised, mass 
market, relative low complexity services could be delivered from remote locations while higher 
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added value services that required more nuanced customer interaction should be retained 
onshore.  
 
There was, however, a major research problematic at the heart of the 2008 study. It was not a 
question of the robustness of the data, for near complete returns were received from companies 
operating contact centres in Scotland. The problem lay in the fact that the data was gathered 
between February and June 2008, months before the cataclysmic events of September 2008 and 
the onset of acute financial crisis in the financial sector and beyond. Admittedly several events 
occurred before and during the data gathering period that presaged the imminence of systemic 
problems in financial services that in turn might later have significant later problems for the 
contact sector. The crisis at, and subsequent nationalisation of, Northern Rock in 2007 clearly 
occurred before the research commenced. During the first half of 2008, there occurred both the 
RR\DO%DQNRI6FRWODQG¶VDQGWKH+%26¶VULJKWV¶LVVXHV%DUFOD\VSOF¶Vclosure of the recently 
acquired Goldfish FHQWUH LQ &XPEHUQDXOG DQG WKH +6%&¶V FORVXUH RI LWV /LYLQJVWRQ FHQWUH
(Taylor and Anderson, 2008: 4).  
 
To sum up the problem, the data was gathered before companies had developed operational 
responses to the crisis and the organisational consequences for contact centre activities had 
been implemented. Any projections based on the findings of the 2008 inevitably had to be 
regarded as highly provisional. It is important to recall that organisations widely reported a 
difficulty in predicting the future size of their centres because of their perception and 
experience of profound market uncertainty. Most obviously this unpredictability was reported 
by financial services companies, but it was not confined to them as companies in all industry 
sectors and also in the outsourced segment foresaw market volatility.  
 
The 2008 report is best regarded as accurately representing the state of the Scottish contact 
centre industry at the period from February to June 2008. The events of September 2008 and 
after were to transform the landscape of the financial sector in the United States, the United 
Kingdom and globally. It was unconceivable that the crisis would leave the Scottish contact 
centre unaffected. At the time of the report some crucial development were taking place, such 
as the Lloyds-76%¶VPHUJHUZLWK+%26DQGWKHDOPRVWFRPSOHWHQDWLRQDOLVDWLRQRIWKH5R\DO
Bank of Scotland. It was only possible in the 2008 report to speculate on some of the short-
term or longer-terms impacts of the financial crisis and the wider recessionary pressures on 
Scottish contact centres. 
 
1.4 The Need for a New Audit  
 
The need for a new audit emerged quickly thereafter. Industry stakeholders and government 
agencies were inevitably keen to know how the Scottish contact centre was responding to crisis 
and recession. Crucially, of course, there was the importance of having accurate data on 
employment levels, especially given the importance of contact centre employment in particular 
labour markets and in industrial sectors, especially of course financial services in which, the 
locus of the greatest concentration of jobs.  
 
The central aim of a new study would be to provide reliable data on, and a thorough analysis 
of, the µSRVW-UHFHVVLRQ¶6FRWWLVKFRQWDFWFHQWUHPDUNHW7KHTXHVWLRQRIWLPLQJRIWKHQHZDXGLW
was not straightforward. Clearly there was an urgent demand for up to date, but there was a 
danger that a request for information could be premature and that organisations would be 
reporting on employment levels and other metrics before the downsizing, restructuring and re-
engineering consequences had worked themselves through to the operational level. It was 
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decided that  ZDV WRR HDUO\ DV PDQ\ RI WKH ILQDQFH VHFWRU¶V UHGXQGDQFLHV DQG \HW WR EH
DQQRXQFHG µCUHDWLYH V\QHUJLHV¶ following merger and acquisition, which often consisted of 
combining facilities and posts in order to overcome duplication, took many months to be 
planned and implemented.  
 
$OORZLQJVXIILFLHQW WLPH IRUFRPSDQLHV¶PDMRUGHFLVLRQV WRKDYHEHHQFRQGXFWHGDQG IRU WKH
organisational implications to have been effected, it was decided to conduct the new audit in 
2011. Simply put, conducting this exercise with sufficient temporal distance from 2008 would 
enable the author to provide an accurate evaluation of the state of the post-financial Scottish 
contact centre sector. With one or two exceptions the data was gathered between February and 
August 2011.  
 
1.5 The 2011 Research Project 
 
This study was commissioned by Scottish Development International (SDI)/Scottish Enterprise 
(SE), and was supported by the Customer Contact Association (CCA). The research team 
based in the Department of Human Resource Management in the Business School at the 
University of Strathclyde were committed to providing an independent audit of the contact 
centre sector in Scotland.  
 
Consistent with the principle of providing objective research, the interpretation of the findings 
would not be influenced by the wishes of funding bodies, nor by any commercial 
consideration. The researchers were motivated solely by the need to provide reliable data and 
of the importance of deepening our knowledge of contact centre developments.  
 
An additional important reason for establishing exact employment figures and reliable data on 
WKHVHFWRULVWRFRUURERUDWHRUFKDOOHQJHWKHILQGLQJVFRQWDLQHGLQYDULRXVFRQVXOWDQWV¶UHSRUWV. 
These other reports typically rely upon various forms of sampling rather than on the 
comprehensive data gathering that is involved in a full audit, the central objective of the 
Strathclyde research team.  
 
It is not difficult to grasp why reports which incorrectly predict contraction or underestimate 
employment levels are problematic as far as employers, employees and government are 
concerned. However, it might not be so obvious why an inflated assessment might also cause 
difficulties. Surely, it may be suggested, a modest degree of exaggeration can only contribute 
to boosting confidence in an important area of activity in the Scottish economy. In truth, 
exaggerating the depth of the sector could instil a false confidence which might deflect 
employers, government agencies and trade unions from developing policies that can address 
emerging challenges. Effective policy formulation depends upon reliable data.  
 
1.6  Aims and Objectives  
 
The principal aim of the 2011 audit is to provide reliable and wide-ranging evidence of the 
current state of the contact centre sector in Scotland. This reliable data should help inform the 
decisions of employers, policy-makers including government, its agencies and diverse 
stakeholders in relation to the sector. An ancillary aim is to map the longer-term trends in the 
sector. To this end, the Strathclyde research team included in the questionnaire core questions 
that were utilised in the four previous audits of the Scottish sector. The result is invaluable 
time-series data that charts the fortunes of the sector over a decade and a half.  
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Core questions that aim to gather data on essential aspects of the sector and enable 
comparisons since 1997 include the following. 
 
¾ How many contact centres are there in Scotland and what are the current employment 
levels? 
 
¾ What do organisations project to be the future employment levels in their contact 
centres?  
 
¾ What are the proportions of employment according to the diverse industrial sectors/sub-
sectors in which contact centres are embedded?  
 
¾ What is the extent of outsourcing in the Scottish contact centre sector? 
 
¾ In what cities and towns are contact centres located? What is the level of employment 
in these locations and what proportion of the total employment do they constitute?  
 
¾ Where are the geographical locations of the headquarters of the companies/ 
organisations whose contact centres are located in Scotland?  
 
¾ What are the characteristics of the sector according to the size of individual facilities? 
 
¾ What are the principal characteristics of the composition of the workforce, according to 
contractual status (full-time/part-time and temporary/permanent) and gender?  
 
¾ What are, and have been, the main reasons for locating and/or maintaining contact 
centre operations in Scotland. 
 
¾ What is the extent and character of foreign language provision in Scottish contact 
centres?  
 
Several additional questions are included which were employed in surveys since 2003. They 
provide invaluable longitudinal data on areas including resourcing and skills, complementary 
forms of customer contact, automation, outsourcing and offshoring as follows:  
 
¾ :KDW DUH RUJDQLVDWLRQV¶ SHUFHStions regarding the availability of skills, facilities and 
resources and what might be their requirements in respect of these?  
 
¾ To what extent have additional forms of customer contact emerged which complement 
the delivery of voice services? What has been the impact of newer technologies and 
automation (e-mail, voice recognition, internet, chat)?  
 
¾ What training requirements arise from changing contact centre technologies and 
delivery platforms? 
 
¾ Do organisations anticipate the growth in forms of automation and what consequences 
might follow from their adoption?  
 
¾ To what extent do in-house providers utilise domestic outsourcing arrangements? 
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¾ What are the current practices and future intentions in respect of offshoring to India and 
other overseas destinations? 
 
¾ What have been the effects of offshoring to date on employment levels and on the 
nature of contact centre provision?  
 
¾ What PLJKWEHWKHIXWXUHLPSDFWVRIRIIVKRULQJRQ6FRWODQG¶VFRQWDFWFHQWUHVHFWRU" 
 
¾ What are the disadvantages and disadvantages of offshoring from the perspective of 
senior managers responsible for contact centres in Scotland? 
 
A final category includes bespoke questions including the following: 
 
¾ How have the financial crisis and recession impacted upon contact centre operations 
(including headcount, efficiencies, lean working, application of technologies, 
performance management etc.)? 
 
¾ To what extent are thHFHQWUH¶VEXLOGLQJDQGDFFRPPRGDWLRQUHTXLUHPHQWVEHLQJ
successfully met and to what extent are they anticipated be so in the future? 
 
1.7 Methods and Sources 
 
As with previous audits, the principal method of data gathering centred on a questionnaire/pro 
forma that was distributed to senior managers of all known contact centres in Scotland. This 
questionnaire is attached to this report (Appendix). As indicated above (Section 1.6) the 
questionnaire comprised core questions included in previous audits (Taylor and Bain, 1997; 
2000; 2003; Taylor and Anderson, 2008), which enable comparisons to be made over time, and 
bespoke questions designed for this specific study. A number of both sets of questions were 
formulated following discussion with Scottish Enterprise, the Customer Contact Association 
and various employers and feedback provided by them on questionnaire drafts. Both closed and 
open questions were employed, with the latter enabling organisations to expand upon their 
perceptions of key aspects and developments.  
 
As before, the questionnaire was targeted at the individual contact centre site, which for audit 
purposes was regarded as the basic data unit. Knowledge of existing contact centres derives 
from several sources. Firstly, we draw upon the database of organisations and the contact 
centres they operate in Scotland employed in previous audits and which the researchers have 
updated periodically. Secondly, Scottish Enterprise provided lists of the known contact centres 
operating with their local networks which we cross referenced against our database. Thirdly, 
the Customer Contact Association (CCA) supplied a list of its Scottish-based members 
Scotland which were additionally checked against our database. Fourthly, given the expansion 
of public sector centres, direct contact was made with local authorities, the emergency services 
and central government agencies to ascertain their locations and contact details. Fifthly, the 
research team trawled the newspaper database Lexis-Nexis for reports of the opening of new 
contact centres in Scotland. Finally, several hitherto unknown centres were identified by 
managers of other contact centres in the course of discussions and interviews. 
 
Having established a comprehensive directory of contact centres in Scotland, the research team 
made contact with each organisation in order to verify that each centre was still operational and 
that the information contained on the database was accurate. Through this initial 
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communication, we acquired the contact details of the senior management nominated by the 
organisation and/or centre as most appropriate to complete the questionnaire.  
 
In the majority of cases the key informant was the senior operational manager on site, most 
often designated the Contact Centre Manager, Customer Contact Manager or Operations 
Manager. Frequently the nominated respondent was a Human Resources Manager. The 
managerial level and designation of the respondent often differed according to size of the 
organisation or centre, or the nature of the service provided. In a number of cases, requests for 
data had to be approved by corporate management and in most of these it was at this 
organisational level that questionnaires were completed.  
 
Questionnaires were then distributed in tranches to respondents between February and August 
2011 either by post or most frequently by email. While a minority of respondents returned 
completed questionnaires unprompted, the most common form of completion followed an 
extended telephone interview typically after several attempts to organise a mutually convenient 
time. This was the most intensive phase of the research project and involved daily telephone 
contact with centres. This demanding process was unavoidable if a complete audit of the sector 
was to be achieved.  
 
It should be noted that not every organisation/centre provided responses to each question. In 
the findings presented below we indicate the number of responses for each question. However, 
we were able to acquire basic data (numbers employed, sector, locations) for all identified 
contact centres in Scotland.  
 
In sum, this is an audit of the contact centre sector in Scotland which is based on exhaustive 
data, built from µERWWRPXS¶ responses. Taking the workplace as the unit of data, it generates 
robust data that can then form the basis for a thoroughgoing analysis. Unlike surveys of the 
sector that involve sampling, extrapolation and estimates, this current audit generates findings 
based upon exact data.  
 
1.8  Structure of the Report 
 
There are five sections to the report as follows.  
 
Following this introductory Section 1, Section 2 presents a profile of the contact centre in 
Scotland. Where appropriate the sub-sections consider the evidence in relation to the findings 
of previous reports, charting sectoral trends over time.  
 
The brief Section 3 deals specifically with the specific LVVXHRIFRPSDQLHV¶HYDOXDWLRQRI WKH
accommodation requirements for their contact centre sites. 
 
Section 4 evaluates the evidence on offshoring and provides an extended discussion of the 
extent and nature of offshoring, the current and future impacts on SFRWODQG¶V VHFWRU DQG
employment levels and managerial perceptions of the advantages and disadvantages arsing 
from the remote location of services.  
 
Section 5 presents a selection of the comments volunteered by respondents accompanied by a 
short commentary.  
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Section 6 draws some overall conclusions including a discursive narrative on prospects for the 
sector.  
 
Given the wealth of detail in this report, we provide in bold type at the end of each sub-section 
a short summary of the foregoing evidence and interpretation.  
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Section 2 Profile of the Contact Centre Sector in Scotland 2011 
 
2.1  Definitions 
 
We repeat the valuable observation made by Incomes Data Services several years ago WKDWµQRW
HYHU\ZRUNHUZLWKDWHOHSKRQHDQGDFRPSXWHUVFUHHQLVDFDOOFHQWUHRSHUDWRU¶:H
have always been careful to ensure that the numbers of centres and employment levels are not 
artificially inflated by including certain forms of clerical work that might involve telephone 
and computer utilisation, but which should not be included.  
 
Previously, we defined call centres as dedicated operations in which computer utilising 
employees receive inbound ± and/or make outbound calls ± with those calls distributed by 
Automatic Call Distribution (ACD) switches (Taylor and Bain, 1999). In the case of outbound 
calls complementary technologies such as predictive diallers might be employed to similar 
effect. 
 
The call centre was distinctively characterised by the integration of telephonic and computer 
technologies and the centralisation of interactive service and sales work that was previously, or 
might otherwise have been, situated in dispersed locations (Ellis and Taylor, 2006). For the 
purposes of this report, we make two qualifications to what should be regarded as an 
DSSURSULDWHGHILQLWLRQIRUWKHµILUVWJHQHUDWLRQ¶FDOOFHQWUH 
 
First, later adaptations to the call centre model have seen various forms of innovation in ICTs 
(Information and Communication Technologies)WKHHPHUJHQFHRIµYLUWXDO¶FRQWDFWFHQWUHVLQ
which geographically dispersed sites are integrally connected, new types of screen software 
and so on. Crucially, though, call centres have evolved to a greater or lesser extent into 
customer contact centres in which voice services are complemented by, or indeed 
supplemented by, additional forms of customer contact. These include email, the internet, 
electronic fax and now SMS, text and web chat. Theoretically at least there has been the 
emergence of multi-channel contact centres, although it should be noted that this general 
paradigm shift is far from universally applicable.  
 
Second, it is necessary to acknowledge that while the initial definition is appropriate for 
enabling us to identify the numbers of voice agents and, suitably expanding the definition, to 
quantify the numbers engaged in all forms of customer interaction, we also need to take 
account of those whose employment crucially depends upon the existence of the contact centre 
EXW ZKR GR QRW µIDFH¶ WKH FXVWRPHUV ,Q WKLV FDWHJRU\ ZH VKRXOG include managerial, 
supervisory and team leader positions and additional technical and support roles. Taking these 
into account (Section 2.3) gives a more accurate representation of the total numbers employed 
in the coQWDFW FHQWUH VHFWRU EXW DOVR KHOSIXOO\ GLVWLQJXLVKHV EHWZHHQ µIURQW OLQH¶ DJHQWV DQG
other grades and functions who are not call-handlers but whose employment depends upon the 
existence of the contact centre.  
 
2.2  Numbers of Contact Centres in Scotland 
 
As in previous surveys, the starting point is to count individual contact centres on separate 
sites. The total number of contact centres reported here refers overwhelmingly but, as we see 
below, not exclusively to discrete operations located in distinct workplaces. Our focus on the 
contact centre workplace has been informed by the definitions adopted in the Workplace 
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(PSOR\PHQW 5HODWLRQV 6XUYH\ :(56 ZKHUH D ZRUNSODFH LV GHILQHG DV FRPSULVLQJ µWKH
activities of a single employer at a single set of premises¶.HUVOH\HWDO 
 
$FFRUGLQJO\WKHWHUPµZRUNSODFH¶VKRXOGEHGLVWLQJXLVKHGIURPWKDWRIµRUJDQLVDWLRQ¶VLQFHD
single organisation may have contact centre operations in a number of different workplaces. 
For example, outsourced organisation Hero-TSC has operations in six geographically distinct 
workplaces across Scotland. Organisation and workplace can be used interchangeably only in 
circumstances where an organization is located on a single site. Having established that the 
distinct contact centre workplace is a basic unit of analysis, it is necessary to make three further 
points of clarification and qualification.   
 
Firstly, we have counted individual contact centres on separate sites even though some may be 
µYLUWXDOO\¶ LQWHUFRQQHFWHG 6HFRQGO\ DSSO\LQJ WKH µVLQJOH HPSOR\HU¶ GHILQLWLRQ LQFOXGHV WKH
case of outsourced firms, which conduct activities on behalf of several different organisations 
on a single site. Thirdly, in a small number of cases we have counted more than one contact 
centre as operating from a single site.  
 
The justification for this third qualification is that the organisation (or organisations) regards 
these operations as distinct contact centres. Often this reflects the fact that the contact centres 
are embedded in distinct businesses owned by the same organisation. In these circumstances, it 
is not untypical for a centre in a particular business channel to have more in common (through 
technological interaction and management communication) with a centre on a different site 
within the same business channel, than a centre on the same site in operating in a different 
business channel. In other instances, having more than one contact centre on the same site is 
the outcome of the disaggregation of a previously integrated business owned by one 
organisation into different businesses owned by different organisations and operating distinct 
contact centres.  
 
Taking into consideration these qualifications, we established the existence of 374 different 
contact centres. As explained in Section 1.7, we drew on multiple sources to identify contact 
centres and their organisations. While this process was meticulous and we are confident that 
we have identified and captured data from the overwhelming majority of contact centres in 
Scotland, we cannot completely guarantee that the list is complete.  
 
A small minority of contact centres may have been missed and, in a few cases, operations may 
have overlooked where centres are embedded within organisations. Based on the experience of 
previous surveys, it is reasonable to conclude that there may be another 30contact centres in 
Scotland. Rounding upwards in realistic manner, we conclude that there are now 400 contact 
centres in Scotland.  
 
Further analysis of the database indicates that 248 separate companies or organisations own or 
are responsible for the 374 contact centres for which we have data. In arriving at this figure, 
different local authorities are treated as separate organisational entities as are individual 
government departments. As far as the private sector is concerned a number of issues need to 
be clarified. In financial services particularly, but occurring elsewhere, as a result of mergers 
and acquisitions and, to a lesser extent, divestiture to outsourcers, the operating name of a 
company may not truly reflect ownership. Where there is ambiguity we have been guided by 
senior management respondents as to whether or not the named organisation should be 
considered a separate entity.  
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A final comment is necessary. While the total number of contact centres (400) is the same for 
2011 as it was in 2008, this appearance of continuity is deceptive as the intervening period has 
witnessed some volatility with a significant number of centres closing and others opening.In 
respect of the centres that have closed, firstly there have been small scale businesses where 
operations were located on a single site. Many were badly affected by adverse economic 
conditions. This category includes organisations such as Absolute Telecom, Capital 
Communications Group, Direct Dialogue, Direct Marketing, Direct Sharedeal, Primus, 
Harlequin Promotions, Home Delivery Network, Premier Contact Ltd.  
 
A second category might be where organisations with several centres have closed sites in 
Scotland. Such cases have involved internal rationalisation and re-configuration, leading to the 
termination of contact centre operations in Scotland (e.g. Teletech, Eon Energy, Hewitt, Sitel, 
B&Q), even though most frequently the closure of these centres has not meant the end of 
business operations north of the border. Alternatively, it could mean that companies have 
retained a contact centres presence in Scotland, with these activities either concentrated into 
aother sites (e.g. British Telecom, Vertex, Thomas Cook, Response) or with specific channels 
RIDFWLYLW\KDYLQJEHHQFORVHGHJ&DSLWD¶V%%&$XGLHQFH/LQH9LUJLQ 
 
A third category might be where acquisition or merger has occurred and leading to the 
rebranding and/or even closure of existing sites and the transfer of to activities the new parent 
company, often accompanied (e.g. Intelligent Finance to LBG, Norwich Union to Aviva, RAC, 
Goldfish to Barclays).  
 
As against the 40+ centres that have been closed, slightly fewer are identified as having opened 
in the period since 2008. New centres include a number in financial services including notably, 
Tesco Personal Finance, several debt collection operations (e.g. Debt Collect Ltd., Debt 
Managers) and other emerging organisations (e.g. Homeloans Management). In the utilities 
industry both Scottish Power and Scottish and Southern Energy opened new centres, the latter 
taking over the former Goldfish facility in Cumbernauld. In the public new operations included 
local authority centres (e.g. Dundee City Council, Inverclyde Council, South Ayrshire Council 
and Western Isles Council), the civil service (e.g. DWP) and the health service with a new 
NHS24 facility. One high profile start-up was the John Lewis Partnership which has located a 
new UK-wide call centre in Hamilton. A number of new outsourced centres included Vertex 
Customer Management and City Park in Glasgow  
 
In section 2.3 and 2.4, the overall change in employment levels since 2008 will be evaluated 
and in section 2.6 the effect on location will be considered. The impact of these gains and 
losses according to financial sector will be considered in section 2.11.   
 
The total number of separate contact centres was established following a rigorous 
process of identification. The database of contact centres drew upon the lists 
compiled by the researchers in previous audits, supplemented by the detail of 
organisations and centres provided by the Scottish Enterprise network, the 
Customer Contact Association, newspaper archives, and by knowledge supplied 
by managers of existing known centres. ,Q HDFK FDVH D FHQWUH¶V H[LVWHQFH ZDV
verified by senior management at either site or organisational level. This method 
delivered a total of 374 known centres, owned or operated by 248 different 
organisations or companies. 
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Making a modest upwards revision for the small number of centres that might 
have been overlooked, it is not unreasonable to conclude that in 2011 there were 
400 contact centres in Scotland, overwhelmingly located on separate sites, the 
same number as identified by the same methodologically robust method in 2008.  
 
More than 40 centres have closed since 2008 for diverse reasons including: small-
scale one-site operations vulnerable to adverse economic conditions; larger 
organisations rationalising existing operations and concentrating services in other 
facilities; and the consequences of acquisition and merger.   
 
Conversely, slightly fewer new contact centres have been opened in a range of 
sectors including financial services (e.g. Tesco Personal Finance), utilities (Scottish 
Power), local authorities, central government and outsourcing. One high profile 
arrival has been the arrival of the John Lewis Partnership UK-wide customer 
contact centre in Hamilton. 
 
2.3  Overall Employment Levels 
 
As in previous audits undertaken by the author, and in contrast to other surveys of the contact 
FHQWUHPDUNHWZKLFKPHDVXUHE\µVHDW¶RUµDJHQWSRVLWLRQ¶ZHhave chosen to calculate the size 
of the contact centre workforce by actual headcount. These headcount figures were provided 
by managers reporting directly from the contact centre site or by responsible managers 
(typically HR managers) with organisation-wide responsibilities. Feedback from various 
stakeholders - employers, government agencies and trades unions ± from our previous surveys 
has confirmed that headcount is a more informative metric than those generally employed by 
FRQVXOWDQWVRIµVHDWV¶RUµDJHQWSRVLWLRQV¶+HDGFRXnt has several advantages, not least the fact 
that it permits the workforce to be subdivided into part-time and full-time staff, contractual 
status (permanent and temporary) and other criteria.  
 
On the basis of the figures provided by senior managers for the 370 contact centres for which 
we have exact data 85,672 were employed. It is not unreasonable to suppose that the estimated 
30 additional centres might be responsible for 4,000 or so employees, rounding the total 
employment of all kinds in the Scottish contact centre sector upwards to 90,000.  
 
As in the previous audit (Taylor and Anderson, 2008), the research team disaggregated total 
contact centre employment into customer facing roles (consisting of call handlers and those 
responding to other forms of customer contact such as email or web queries) and those whose 
employment is integral to the contact centre, but whose principal role is not defined by 
interaction with customers. This latter category includes managerial, supervisory, technical and 
other support roles.  
 
Although not every company provided data for these separate roles, figures for as many as 257 
centres were given, enabling us to extrapolate to the remaining centres with confidence. 
Applying the percentages for the different categories derived from this large sample population 
to the total Scottish employment of 90,000, gives the totals for customer-facing roles at 73,695 
(82 per cent), team leaders at 6,090 (6.8 per cent), contact centre managers at 1,537 (1.7 per 
cent), other departmental heads at 1,437 (1.6 per cent) and other related roles 7,241 (8.0 per 
cent). In the interests of clarity, we might round up slightly the number of customer-facing 
roles to the figure of 74,000 and reduce the non-customer facing roles to 16,000. 
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This data provides insight into the operational structure of the contact centre. It has already 
EHHQZHOOHVWDEOLVKHGWKDWFDOORUFRQWDFWFHQWUHVKDYHµIODW¶PDQDJHPHQWVWUXFWXUHVZLWKKLJK
proportions of call-handlers in comparison to supervisors/team leader grades and managers. In 
fact, the contact centre workforce is even flatter than it was in 1997 in the first audit of the 
6FRWWLVKZRUNIRUFHµRSHUDWRUVDJHQWV¶FRPSULVHGSHUFHQWRI WKHZRUNIRUFHFRPSDUHGWR
82 per cent in 2011. Excluding from calculations the numbers of other departmental heads and 
those roles not directly employed in the customer contact, it is possible to establish the exact 
ratios within customer contact operations between operators and supervisory and managerial 
grades. The ratio of supervisors to customer contact advisers is 1 in 12 and with managers it is 
1 in 48. Adding numbers of supervisory and managerial grades immediately involved in 
contact centre operations, and weighing them against advisers/agents, the combined ratio is 
approximately 1 in 10.  
 
One further statistical observation requires comment. The numbers of customer contact 
advisers, the front-line staff in Scottish contact centres has remained constant at 74,000 
between 2008 and 2011. Over the same period, however, there has been an increase in non-
customer facing roles, from 12,000 to 16,000, principally amongst ancillary clerical, technical 
and support roles associated with the expansion of internet based activities, but at the same 
time reflecting greater overall efficiencies amongst customer contact advisers. To the extent 
that call volumes and other forms of contact between customers and servicing organisations 
have increased since 2008, so too have front line staff become more productive. Essentially, 
more work is being undertaken by similar numbers of staff - or equivalent amounts of work - 
with fewer staff.  
 
It is important to consider the broader significance that contact centres have for Scottish 
employment. During the survey period (June to August 2011) employment was2,474,468. 
(http://www.ons.gov.uk/ons/publications/re-reference-tables.html?edition=tcm%3A77-226710). 
Based on the total of 90,000, 3.6 per cent of the working population of Scotland are now 
employed in a contact centre. This represents an increase of 0.2 per cent from 2008, which 
reflects both the slight expansion in contact centre employment and smaller overall Scottish 
workforce caused by the rise in unemployment. Expressed another way contact centres account 
for 1 worker in every 27 of all those employed in Scotland in mid-2011. Some indication of the 
growth in importance of contact centres employment over the past decade can be evidenced by 
the comparative proportion for 2003. Then, 1 employee in 43 worked in a contact centre 
(Taylor and Bain, 2003: 10).  
 
As in previous audits, the size of the contact centre workforce is calculated by 
KHDGFRXQW UDWKHU WKDQ µDJHQW SRVLWLRQV¶ RU µVHDWV¶ 7KH number employed in 370 
centres for which we have precise data totalled 85,672. Adding an estimated number 
for the remaining 30 centres, gives a combined total of 90,000 employed in Scottish 
contact centres in 2011.  
 
The 90,000 can be disaggregated into 74,000 interactive servicing positions and 16,000 
non-customer facing roles, including supervisory and managerial grades, other 
department heads and diverse technical, clerical and support roles. The data confirms 
the well-established understanding that contDFWFHQWUHVDUHµIODW¶VWUXFWXUHVZLWKKLJK
proportions of front-line staff in comparison to managerial positions. The ratio of 
supervisors to frontline staff is 1 to 12 and that of supervisors and managers 
combined to frontline staff is approximately 1 in 10.  
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The overall importance of contact centres can be further evidenced by the fact that 
3.6 per cent of those in employment in Scotland at the time of the survey worked in 
the sector, an increase from the 3.2 per cent in 2008. Another way of expressing this 
importance is to state that 1 of every 27 of those in employment in Scotland worked in 
a call centre, compared to 1 in 43 in 2003. Over the last decade, contact centre 
employment has become more, rather than less, significant.  
 
2.4  The Stability of 6FRWODQG¶V&RQWDFW&HQWUH6HFWRU 
 
Table 1 compares current employment levels with those from those previous surveys which 
usedthe same comprehensive data gathering methods.  
 
Table 1: The growth of the contact centre sector in Scotland, 1997-2011 
 
 
Year 
 
No. of contact 
centres 
 
Total number 
employed 
Growth since 
previous 
survey % 
 
 
Source 
1997 119 16,000 n/a Taylor and Bain (1997) 
1998 159 21,000 31.3 Locate in Scotland (1998) 
1999 170 30,000 42.9 Bain and Taylor (1999) 
2000 220 46,000 53.3 Taylor and Bain (2000) 
2003 290 56,000 21.7 Taylor and Bain (2003) 
2008 400 74,000 (agents) 
86,000 (all roles) 
 
53.6 
Taylor and Anderson (2008) 
2011 400 74,000 (agents) 
90,000 (all roles) 
 
4.7 
Taylor and Anderson (2011) 
 
Rapid expansion occurred in the period following the first survey in 1997, with the most 
remarkable growth taking place prior to the millennium. Between 1997 and 2000, the growth 
rate was an extraordinary 288 per cent. Between 2000 and 2003, although the rate of growth 
slowed, expansion was still considerable. This declining growth rate was closely related to the 
growing maturity of the sector and to the fact that many, but by no means all, private sector 
companies that could adopt the call or contact centre model had already done so. There were 
the effects of economic slowdown following the dot.com crash.  
 
Also, where the call centre model was being adopted for the first time, notably in the public 
sector, the scale of new operations generally was not comparable to centres established over the 
previous decade. Of course, expansion was taking place elsewhere in the private sector in 
existing operations and with new facilities, but in overall terms growth was not as rapid it had 
been hitherto. 
 
Nevertheless, that 56,000 were employed in 2003 revealed a still growing sector, which had 
only been impacted minimally by offshoring. Considerable evidence attested to the continued 
growth of the domestic sector even though the volume of offshored would increase. The 2008 
audit confirmed the predictions made in 2003. The sector had grown by a greater extent than 
even the most sanguine of commentators had forecast, by 53.6 per cent in the five years 
between 2003 and 2008.  
 
As indicated above, the 2008 audit was conducted months before the financial crisis of 
September. Consequently, when companies had reported on their future intentions a clear 
majority had suggested that their centres would experience growth in the next two years up to 
19 
 
2010. According to respondents, the most notable expansion (as much as 71 per cent of 
forecast growth) was expected to occur in the outsourced sub-sector. As was recognised at the 
time (Taylor and Anderson, 2008: 23), such optimism had to be tempered by the knowledge 
that organisations had provided data before the effects of the credit crunch had unfolded and 
the more pessimistic scenario of economic slowdown had been considered. Accordingly, 
notwithstanding a certain degree of confidence, many respondents did convey a genuine sense 
of uncertainty rooted in the prospect of impending financial difficulties and the effects of on-
going re-organisation, process re-engineering, technological innovation and the potential 
impacts of outsourcing and offshoring.  
 
The evidence from the 2011 audit demonstrates that, despite the profound crisis in financial 
services, recession and VXEVHTXHQWVWDJQDWLRQ WRWDOHPSOR\PHQWLQ6FRWODQG¶VFRQWDFWFHQWUHV
has increased marginally since 2008, by 4,000 to stand at 90,000. This represents a net growth 
of 4.7 per cent over three year period between the two audits. As indicated above, the other 
notable headline statistics are, firstly, that the number of customer-facing agents has remained 
stable at 74,000 while, secondly, the number of non-customer facing roles (supervisory, 
managerial, technical, support) has grown by 4,000 and thus is responsible for the full extent of 
WKHVHFWRU¶VFRQWLQXHGH[SDQVLRQLQDQDGYHUVHHFRQRPLFHQYLURQPHQW 
 
The sector grew remarkably from the mid to late-1990s. In the new millennium 
the rate of growth slowed largely due to sector maturity and the fact that the 
contact centre model was nearing saturation in certain companies and industries. 
By 2003, 56,000 were employed and continued growth was predicted with the 
expansion of existing operations and new centres being established. These 
forecasts were confirmed in the 2008 audit, as employment had grown by 53.6 per 
cent since 2003, confounding perceptions of contraction and stagnation.  
 
Despite the adverse economic conditions, particularly the crisis in financial 
services, the sector with the greatest concentration of employment, total 
HPSOR\PHQWLQ6FRWODQG¶VFRQWUDFWFHQWUHVin 2011 has actually increased by 4,000 
since 2008. This represents a growth rate of 4.7 per cent. Of the 90,000 employed 
in the sector, 74,000 were customer-facing agents, the same number as in 2008, 
while non-customer facing roles (supervisory, managerial, technical, support) 
increased by 4,000, the full exWHQWRIWKHVHFWRU¶VH[SDQVLon.  
 
2.5 Employment by Location  
 
The employment levels by location are provided in Table 2, ordered in terms of the numbers 
employed. In order to make the data user-friendly, we do not present a comprehensive list of 
each town in which contact centres are located, but rather group locations by meaningful 
geographical categories. In some cases this means individual cities and, in others, the historic 
administrative counties, former enterprise regions or with the Highlands and Islands, a broad 
category corresponding to the enterprise region. These categorisations are meaningful for those 
wishing to make sense of the uneven geographical location of contact centres across Scotland.  
 
Some points of clarification are required. Livingston (which together with adjacent town as 
Bathgate effectively constitutes West Lothian in terms of contact centres) has been considered 
separately from Edinburgh and the remainder of the Lothians, on the grounds that Livingston 
had emerged as a notable contact centre location in its own right. Similarly, Greenock has not 
been included in the broader Renfrewshire category with Paisley and other towns since the 
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former similarly had an established contact centre presence. Greenock/Inverclyde is the 
designated location. In utilising these categories, we have been influenced by two other factors; 
firstly, they were used is the previous audits and permit us to make comparisons over time and, 
secondly, as before they were and are meaningful to user groups such as employers, local 
authorities and enterprise bodies.  
 
Glasgow is clearly the most significant location for contact centre activity with 31,405 
employees and almost 35 SHUFHQWRI6FRWODQG¶VZRUNIRUFH*ODVJRZ¶VLanarkshLUHµKLQWHUODQG¶
(more than 12,500 employees and almost 14 per cenWRI6FRWODQG¶VZRUNIRUFH LV WKHVHFRQG
most important area. Almost one in two of all those employed in contact centres in Scotland 
are to be found in these combined locations.  
 
Table 2: Contact centre employment (agents and totals) by location 
 
Next in importance is Edinburgh and the Lothians (excepting West Lothian) with 9,419 
employees and 10.5 percent of the workforce, followed in turn by Fife (9,252 employees and 
10.3 per cent), West Lothian (6,525 employees and 7.2 per cent), Tayside (6,160 employees 
and 6.8 per cent). The table also shows the widespread dispersal of contact centre activity 
across Scotland with the Highlands and Islands now having 31 distinct centres accounting for 
3.4 per cent of the Scottish workforce. Lesser concentrations are evident in Greenock/ 
Inverclyde (2.9 per cent), Paisley/Renfrewshire (2.4 per cent), Ayrshire (2 per cent), 
Aberdeen/Aberdeenshire (1.3 per cent), Stirling (0.7 per cent), the Borders (0.4 per cent) and 
Dumfries (0.3 per cent). 
 
As was emphasised in the 2008 audit, contact centres can now be found right across Scotland. 
A number of towns have only recently seen the arrival of their first facility, such as 
Fraserburgh, Laurencekirk, Hawick, Loanhead and Dalkeith. However, notwithstanding the 
ever extending geographical spread location, there are limits to the degree of dispersion. As 
observed in previous audits the overwhelming majority of jobs are concentrated in central 
Scotland. If we understand that the central belt as extending from Greenock in the west, to 
Edinburgh and the Lothians in the east and including Fife, Lanarkshire and Ayrshire, then 87.7 
 
Location 
 
No. of centres 
Total 
Employment 
%  
Total 
Glasgow 117 31,405 34.9 
Lanarkshire 32 12,520 13.9 
Edinburgh and Lothians 56 9,419 10.5 
Fife 17 9,252 10.3 
Livingston/Bathgate 12 6,525 7.2 
Tayside 30 6,160 6.8 
Highlands and Islands 31 3,075 3.4 
Greenock/Inverclyde 11 2,651 2.9 
Paisley/Renfrewshire 10 2,127 2.4 
Ayrshire 11 1,815 2.0 
Falkirk/Larbert 7 1,439 1.6 
Clydebank/Dunbartonshire 8 1,188 1.3 
Aberdeen/Aberdeenshire 18 1,187 1.3 
Stirling 6 601 0.7 
Borders 3 354 0.4 
Dumfries 5 281 0.3 
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per cent of the total Scottish workforce is concentrated here This proportion is slightly larger 
than that in 2008 (85.6 per cent) and in 2003 (85.7 per cent).  
 
Table 3: Contact centre employment by Scottish Enterprise Region2 
 
 
 
 
 
 
 
 
 
In 2008 Scottish Enterprise was reorganised into five new regions to replace the network of 
local enterprise bodies. It is helpful therefore to calculate the distribution of centres and 
employment levels according to these new geographical entities (Table 3). As can be seen, 
almost 60 per cent all Scottish contact centre employment is to be found in the West (55 per 
cent). In terms of absolute size, the west is followed by the South and East (28.7 per cent) and 
then, to far lesser extent, Tayside (8.2 per cent), the Highlands and Islands (3.4 per cent) and 
Grampian 1.3 per cent).  
 
Glasgow is by far the most important location with 31,405 employees and almost 
35 SHU FHQW RI 6FRWODQG¶V FRQWDFW FHQWUH ZRUNIRUFH /DQDUNVKLUH is second with 
12,520 employees and almost  SHU FHQW RI WKH FRXQWU\¶V ZRUNIRUFH Together 
*ODVJRZDQG/DQDUNVKLUHDFFRXQWIRUDOPRVWRQHKDOIRI6FRWODQG¶VFRQWDFWFHQWUH
workforce. 
 
Next in importance comes Edinburgh and the Lothians (9,419 employees), Fife 
(9,252), West Lothian (6,525) and Tayside (6,160).  The Highlands and Islands now 
has 31 centres and 3.4 per cent of the workforce.  Contact centres are to be found 
right across the country and several towns have recently seen their first contact 
centre established. Despite geographical dispersion, the bulk of Scotland¶VFRQWDFW
centre employment (87.7 per cent) is concentrated in the central belt. In fact, the 
degree of concentration has grown since 2008 when 85.6 per cent of employment 
was in this same area.  
 
Of the five new Scottish Enterprise regions, the West is most important (60 per 
cent of those employed), followed by South and East (29 per cent), Tayside (6.8 per 
cent) and the Highlands and Islands (3.4 per cent). Grampian has the smallest 
SURSRUWLRQRI6FRWODQG¶VFRQWDFWFHQWUH workforce with 1.3 per cent of the total.  
 
2.6  Employment by Location Over Time 
 
It is instructive to consider also the changes in the relative importance of geographical 
locations over time, drawing on data from previous audits. A reduction in the proportion of the 
Scottish workforce in a particular location over time does not imply a decline in numbers 
                                                 
2
 The total employment number is assumed to be 90,000. The percentage for each of the regions is calculated by 
aggregating the percentages of employment for the specific locations in each of the regions as in Table 2.  
Scottish Enterprise 
Region 
No. of 
centres 
Total 
Employment 
%  
of Total 
West 202 53748 59.7 
South and East 94 25848 28.7 
Tayside 30 6138 6.8 
Highlands and Islands 31 3078 3.4 
Grampian 18 1188 1.3 
Totals 375 90000 100 
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employed. We can see the growth in the absolute numbers employed in each of the locations 
(with the exception of Greenock and Stirling3). 
 
Table 4: Geographical distribution by employment levels over time 
 
Location 
Numbers 
employed 
2011 
Numbers 
employed 
2008 
Numbers 
employed 
2003 
 
% 
2011 
 
% 
2008 
 
% 
2003 
 
% 
2000 
 
% 
1997 
Glasgow  31,405 25,387 16,586 34.9 30.3 30.4 30.2 45.5 
Edinburgh/Lothians 9,419 9,218 6,853 10.5 11.0 12.6 14.7 15.3 
Lanarkshire 12,520 10,245 5,956 13.9 14.7 10.9 9.3 7.8 
Greenock 2,651 3,491 4,713 2.9 4.2 8.6 4.6 2.2 
Tayside 6,160 6,868 4,695 6.8 8.2 8.6 5.6 4.7 
Fife  9,252 7,648 4,340 10.3 9.1 8.0 8.8 10.0 
Livingston/Bathgate 6,525 5,980 3,502 7.2 7.3 6.4 12.1 8.2 
Highlands and Islands 3,075 3,398 2,263 3.4 4.0 4.1 8.1 1.5 
Falkirk/Larbert 1,439 1,572 1,476 1.6 1.9 2.7 1.7 0.0 
Ayrshire 1,815 1,497 1,079 2.0 1.8 2.0 1.1 1.5 
Clydebank/Dunbartonshire 1,188 2,015 920 1.3 2.4 1.7 1.2 2.3 
Stirling  601 716 767 0.7 0.9 1.4 0.7 1.1 
Paisley/Renfrewshire 2,127 1,673 564 2.4 2.1 1.0 0.6 0.0 
Aberdeen(shire) 1,187 1,364 556 1.3 1.6 0.9 1.3 0.1 
Dumfries 281 259 226 0.3 0.3 0.4 0.0 0.0 
Borders 354 363 140 0.4 0.4 0.3 0.0 0.0 
 
Several observations can be made. Firstly, for a decade and a half Glasgow has been clearly the 
most important location. In 1997, it dominated the Scottish sector with almost one in two of 
those employed, reflecting the fact that the city was a first mover, its growth stimulated by a 
conscious inward investment strategy by government and enterprise bodies (including Glasgow 
Development Agency) to attract call centres. By 2000, as centres became established more 
widely across the country, *ODVJRZ¶VUHODWLYHstrength was reduced, even though it remained 
WKH PRVW VLJQLILFDQW ORFDWLRQ 7KH FLW\¶V UHODWLYH SRVLWLRQ LQ D JURZLQJ PDUNHW UHPDLQHG
constant through to 2008. Over the past three years, what is significant is that Glasgow has 
increased its share of the employment in a market that has experienced stability. Prima facie, 
then, Glasgow has been affected less than the rest of Scotland in relative terms by financial 
crisis, recession and stagnation.   
 
Second, adopting the longer-term evaluation, it can be seen that Edinburgh and the Lothians 
(excepting West Lothian) has declined more in proportional terms than other Scottish locations 
since 1997, from 15.3 per cent of the Scottish workforce to 10.5 per cent in 2011. Nevertheless, 
it is necessary to keep a sense of perspective and understand that despite the longer-term 
relative decline the numbers of employees has continued to increase in absolute numbers since 
2008.  
 
Third, apart from Glasgow, only Fife, Paisley/Renfrewshire and Ayrshire have increased their 
growth in relative terms since 2008. Fourth, in addition to Glasgow, Edinburgh and these three 
locations, three others have grown in the numbers employed since 2008, West Lothian, 
Lanarkshire and Dumfries. Fifth, the remaining locations (Greenock, Tayside, Highlands and 
Islands, Falkirk/Larbert, Clydebank/Dunbartonshire, Stirling, Aberdeen(shire) and the Borders) 
have declined in the numbers employed.  
 
                                                 
3
 In the case of Greenock the reduction in numbers is due to the a more accurate calculation of the numbers 
engaged in contact centre activities operated by the most important employer in the locality.  
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Since the first audit, Glasgow has dominated employment in the Scottish sector. 
)URP  WR  WKH FLW\¶V VKDUH RI D JURZLQJ 6FRWWLVK ZRUNIRUFH UHPDLQHG
constant at just over 30 per cent, but since 2008 Glasgow has increased this 
proportion to almost 35 per cent. Edinburgh and the Lothians have undergone 
some relative decline (from 11 to 10.5 per cent) even though net employment has 
increased. Since 2008, three other locations have increased their share of 
employment (Fife, Paisley and Ayrshire), while an additional three (West Lothian, 
Lanarkshire and Dumfries) have grown in terms of the numbers employed. Eight 
locations (Greenock, Tayside, Highlands and Islands, Falkirk/Larbert, 
Clydebank/Dunbartonshire, Stirling, Aberdeen(shire) and the Borders) have 
declined in the numbers employed. 
 
2.7     Contact Centre Employment as Proportion of the Scottish Workforce 
 
It is helpful also to make an assessment of the relative importance of contact centre 
employment in relation to the overall employment at the local level. As we saw in 2.3 above, 
the contact centre sector accounts for 3.6 per cent of the employed workforce in Scotland. In 
this section we drill down from the national level and examine the significance of contact 
centre employment at the local level.  
 
Table 4: Contact centre employment as percentage of local employment 
 
Table 4 is based upon the latest available statistics from Scottish Government Statistics 
http://www.scotland.gov.uk/Publications/2011/08/09172458/4. which provide employment 
figures for each local authority The locations are ordered according to the relative importance 
of contact centre employment in the local labour market. Clearly the evidence presented in this 
table is important for the Scottish government, local authorities and enterprise bodies, as they 
develop policies to stimulate investment and create jobs.   
 
 
Location 
 
Total 
Employment 
2011 
Total contact  
centre 
employment 
2011 
Call centre 
employment as % of 
total employment 
2011 
Call centre 
employment as % of 
total employment 
2008 
Glasgow 257,500 31,405 12.2 9.7 
Livingston/Bathgate 84,900 6,525 7.7 7.0 
Greenock 36,600 2,651 7.2 9.7 
Fife 172,600 9,252 5.4 4.4 
Lanarkshire 295,300 12,520 4.2 4.0 
Tayside 186,200 6,160 3.3 3.7 
Edinburgh and Lothians 326,700 9,419 2.9 2.8 
Paisley/Renfrewshire 77,000 2,127 2.8 1.3 
Falkirk/Larbert 72,900 1,439 2.0 2.1 
Stirling 40,600 601 1.5 1.1 
Highlands and Islands 233,800 3,075 1.3 1.4 
Clydebank/Dunbartonshire 89,800 1,188 1.3 2.1 
Ayrshire 159,300 1,815 1.1 0.9 
Borders 51,200 354 0.7 0.7 
Aberdeen 249,000 1,187 0.5 0.6 
Dumfries 68,100 251 0.4 0.4 
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The location that stands out as most significant is, again, Glasgow, where contact centres are 
responsible for as much as 12.2 per cent of employment in the city. Expressed slightly 
differently, around 1 in 8 of those employed in Glasgow work in a contact centre. This statistic 
is even more remarkable than the 1 in 10 of the employed population who worked in a contact 
centre in 2008.  
 
Second in importance is West Lothian where, principally in Bathgate and Livingston, contact 
centres accounted for 7.7 per cent of local employment, a proportion greater than in 2008. Next 
in respect of density is Greenock/Inverclyde (7.2 per cent of employment), but this location has 
witnessed a reduction since 2008, when 1 in 10 of the local labour force was employed in a 
contact centre. The reduction can be explained partly by the re-configuration of services within 
the company that has been the major contact centre employer in the locality for many years. 
Despite the relative decline, contact centres remain a major employer in the Greenock area, to 
the extent that 1 in 14 of those active in the local labour market are employed in the sector.  
 
Contact centre employment has increased in significance in Fife since 2008; 5.4 per cent in 
2011 compared to 4.4 per cent in 2008. Other localities where the density of contact centre 
employment has increased are Edinburgh and Paisley/Renfrewshire, Edinburgh and the 
Lothians, Stirling and Ayrshire, albeit that in the latter three cases the increase was marginal. In 
contrast, across Tayside the density of contact centre employment has declined between these 
dates, from 3.7 per cent to 3,3 per cent.  Other localities with reductions in the proportion of 
contact centre employment in their local labour market are Falkirk/Larbert, Highlands and 
Islands, Aberdeen and Dumfries, albeit by small amounts. The other case is 
Clydebank/Dunbartonshire where the extent of the reduced density was greater, from 2.1 per 
cent to 1.3 per cent. It should be noted, though, that relatively small numbers are employed.  
 
It is instructive to reflect again on the factors that have influenced these locational patterns. For 
example, how can the pre-eminence of Glasgow as a contact centre location be explained? 
Glasgow was an early mover location, providing home to one of innovators of the contact 
centre, Direct Line, in 1989 (Bain and Taylor, 2002). There followed a high-skilled job 
creation strategy by development agencies and government to bring call centres to Glasgow in 
particular and Scotland more generally. Illustrative of this policy was the then Scottish 
6HFUHWDU\ 0LFKDHO )RUV\WK¶V VWDWHPHQW DW WKH RSHQLQJ RI WKH 76% WHOHEDQNLQJ FHQWUH LQ
*ODVJRZLQWKDWLWZDVWKHµVNLOOHGDQGIOH[LEOHworkforce together with one of the most 
DGYDQFHG DQG FRPSUHKHQVLYH WHOHFRPPXQLFDWLRQV QHWZRUNV DQ\ZKHUH LQ (XURSH¶ FLWHG LQ
Baldry et al, 2007: 44) WKDWKDGVHFXUHGWKHVLWH¶VORFDWLRQLQ*ODVJRZ. The additional factors of 
financial incentives and regional assistance, the availability of relatively low-cost 
accommodation, pools of skilled but less expensive (than metropolitan locations) labour further 
contributed to attracting clusters of call centres to Scotland and disproportionately to Glasgow 
where the development agency (GDA, Scottish Enterprise Glasgow) was especially proactive.  
 
2QFHHVWDEOLVKHGWKHµFULWLFDOPDVV¶HIIHFWSURYLGHGfurther stimulus. Organisations choosing to 
locate in Glasgow (and to a lesser extent other places) would be influenced by the fact that it 
had already demonstrated its success as a location. In several respects situating facilities in a 
proven environment was perceived to reduce operational risk, whether the important factors 
were the need to draw on pools of experienced staff (call-handlers, supervisory and managerial 
grades), to capitalise on acceptable travel to work times, and to benefit IURPHIIHFWLYH µDIWHU
FDUH¶SURYLGHGE\GHYHORSPHQWDJHQFLHV,WVKRUWWKHUHDVRQLQJZDVWKDWLW might well be better 
to site facilities in known established locations rather than take a chance of a lesser known 
location. By the same token, a combination of factors led over time to the dispersion of the 
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contact centre to other locations. Partly, this was the result of emulation by other local 
development agencies and the availability of grants and assistance, and partly the perception 
(whether justified or not) of rising labour costs and tighter labour markets in the established 
locations. The outcome can be seen in the increasing significance of Lanarkshire as a 
destination.  
 
As argued elsewhere (Taylor, 2009), locational decisions involve an ensemble of factors 
including costs, particularly labour costs, availability of labour, accommodation, connectivity, 
diverse environmental factors and others relating to quality of service. Scalability is certainly 
an issue. Clearly, the Highland and Islands is home to a sizable number of operations but the 
dispersed distribution of population militates against the location of larger operations. There is 
no denying the importance of the size of the labour market which, in conjunction with the other 
factors certainly advantages Glasgow and its immediate hinterland.  
 
Table 5 provides the percentages of contact centre employment in relation to total employment 
in the new Scottish Enterprise regions. The Glasgow effect can be seen in the percentage for 
the West, where more than one in twenty of those employed work in a contact centre. This 
proportion has actually increased since 2008 when the proportion was 4.7 per cent. In terms of 
WKHFRQWDFWFHQWUH¶VUHJLRQDOLPSDFWthe South and East comes second, with 3.7 per cent of the 
total employed, an increase from the 3.0 per cent in 2008. The other three regions, Tayside 
Highlands and Islands and Grampian have all experienced a decline since 2008, from 3.7 to 3.3 
per cent, from 1.4 to 1.3 per cent and from 0.6 to 0.5 per cent respectively.  
 
Table 5: Contact centre employment as percentage of employment by SE region 
 
As indicated above the contact centre sector accounts for 3.6 per cent of the 
employed workforce in Scotland. It is important to recognise the uneven 
distribution of this employment and to drill down to examine the 
significance of contact centre employment at local level. Glasgow stands out 
with as many as 1 in 8 of the local labour market employed in a contact 
centre, a density greater than in 2008 when 1 in 10 were employed.  
 
Second in terms of density in 2011 was West Lothian where contact centre 
employment was 7.7 per cent of the local employed workforce, an increase 
since 2008. Greenock had almost 1 in 10 of its workforce in a contact centre, 
but had experienced a decline in density but still as many as 7.2 per cent of 
the local labour force were employed in the sector. Employment in contact 
centres has increased in significance in Fife, Edinburgh and the Lothians, 
Paisley/Renfrewshire, Stirling and Ayrshire. In contrast, declining density 
 
 
 
Scottish Enterprise 
Region 
 
 
Total 
Employment 
2011 
Contact Centre 
Employment 
as %  
of Total 
2011 
 
 
Total 
Employment 
2008 
Contact Centre 
Employment 
as %  
of Total 
2008 
West 1,027,900 5.2 996,000 4.7 
Tayside 186,200 3.3 187,000 3.7 
South and East 702,800 3.7 686,000 3.0 
Highlands and Islands 233,800 1.3 236,000 1.4 
Grampian 249,000 0.5 241,000 0.6 
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occurred in Tayside, Falkirk/Larbert, Highlands and Islands, 
Aberdeen(shire) and Dumfries  
 
*ODVJRZ¶V SUH-eminence is explicable by reference to multiple factors, 
including the early adoption of a policy by government and investment 
agencies to attract call centres 7KH SRWHQWLDO ZDV HYLGHQFHG E\ *ODVJRZ¶V
early mover status and reinforced by financial assistance and after care 
support by the GDA. Allied to these factors were the availability of modestly 
priced accommodation and advanced telecoms connectivity.  
 
Having established a core presence, a µFULWLFDO PDVV¶ effect kicked in, 
ensuring that organisations were attracted not just by the evident success of 
already established companies but by the availability of skilled and 
relatively inexpensive human resources of all kinds, from call-handlers to 
team leaders to operations management. 
 
In sum, in the aftermath of economic and financial crisis contact centre 
employment has become more rather than less important for many local 
labour markets.  
 
2.8   Contact Centre Start-Ups 
 
In this section we provide additional evidence of the pattern of growth by grouping the centres 
by their self-reported start-up date. The exercise is not without its difficulties for a number of 
reasons. In the first place, it is not always possible to state exactly when a centre commenced 
as many contact centres evolved out of a pre-call centre stage of intensive telephone-based 
operations and the reconfigured call centre emerged on the same site.  
 
Figure 1: Number of Start-ups by Year 
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Secondly, the circumstance of takeover or merger raises the question of whether the date of 
original start-up is used or the point of transfer of ownership. Similarly, and often closely 
related to this issue LV WKH TXHVWLRQ RI WKH UDWLRQDOLVDWLRQ RI D FRPSDQ\¶V FRQWDFW FHQWUH
operations. The relocation of contact centre facilities to another site also might also creates a 
similar problem.  
 
In gathering and presenting the data, we have been guided largely by the responses of senior 
management and have used their judgement as to the year that an operation became a dedicated 
contact centre. However, in a number of organisations the turnover of managerial personnel 
could mean the loss of organisational memory of the genesis or evolution of the centre. The 
data on 328 start-ups for which information was given is presented in Figure 1. 
 
The pattern reinforces the comments made above (Section 2.4) regarding the growth of the 
sector 4. As can be seen, the smattering of start-ups in the late-1980s is followed by rapid 
increases during the 1990s, accelerating as the decade advances. There follows some decline in 
2000, partly as a consequence of the post dot.com crash recession and then a revival in the 
number of start-ups to a peak in 2003. The number of start-ups then declines year-on-year 
between 2004 and 2007. There is then a decline for 2008, even more pronounced for 2009, 
before increasing for 2010. The number given for 2011, at four start-ups, does not reflect the 
complete total for this year as the data-gathering exercise was completed in August 2011  
 
One final observation is the fact that the number of start-ups should not be conflated with the 
extent of employment. Many of the larger contact centres were established during the 1990s or 
even early 2000s and a good number of the more recent start-ups are smaller operations. In 
sum, the data on contact centre start-ups provides a complementary indication of activity and 
development in the sector but should not be regarded as definitive evidence of the overall rate 
of growth.  
 
The incidence of contact centre start-ups provides complementary evidence of the 
growth and development of the sector. From small numbers in the 1980s, the rate 
of start-ups rises rapidly as the 1990s advances. Following some decline in the rate 
of the start-ups following the dot.com crash, there was a revival in the number of 
start-ups which peaked in 2003. Subsequently a year-on-year decline occurred 
through to 2009, which saw the lowest number of start-ups since 1992. However, 
2010 saw a modest revival with 11 centres opened in that year. 
 
2.9  Evidence of Projected Growth 
 
As has been the practice in previous audits, contact centre managers were asked to provide 
projections of employment levels for two years later, in this case 2013. A general observation 
that is true for all of these studies is that many companies, perhaps because of market 
uncertainty or difficulties in predicting organisational developments, have been unable to 
provide exact figures. Even when prospects were favourable at the level of the overall 
economy, the specific market or sector, or firm or even centre it has been very difficult if not 
                                                 
4
 According to managerial respondents, 8 contact centres were established before 1985, as represented in the first 
column. There may be doubts over the reliability of at least some of these responses, in the sense that not all of 
them may have been contact centres at that time in the sense of being consistent with the robust definition that has 
been employed in the audit.  
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impossible for organisations to supply this data. As this forecasting has never been an exact 
science, it has always been necessary to treat responses to this question with some caution.  
 
A growing sense of uncertainty had already been in evidence in 2003. By 2008, however, 
respondents were far less inclined to make exact forecasts regarding the future scale of their 
operations, unsurprisingly given their growing unease with impending economic 
developments. In fact, data was provided for only 178 contact centres. Nevertheless, a sizable 
numbers were relatively optimistic with 110 expecting to have greater employment by 2010; 
54 predicted a workforce of the same size ad 13 that they would contract. Significantly, as 
much as 71 per cent of the predicted increase (5,447 employees) was to take place amongst 
outsourcers. Presaging future developments as much as 86 per cent of the total of reductions 
(1,356 out of 1,573 employees) was to be found in financial services companies. 
 
Perhaps the most striking aspect of the comments made by respondents was the large number 
who indicated that they could not say what the future size of their operations would be. There 
were a number of aspects to this uncertainty. Firstly, a frequent response by outsourcers was to 
emphasise that their employment levels depended on the numbers of clients and the size of 
contracts which was difficult to predict. In truth this is an integral feature of the outsourced 
market. However, some outsourced respondents anticipated that the effects of economic 
downturn would exacerbate this by destabilising markets and undermining their ability to 
secure future contracts. Secondly, several companies in other sectors, particularly financial 
services, had believed that the credit crunch and slowdown were making it difficult to forecast 
future business activity and employment levels. The senior manager of a major financial 
services company VWDWHGµWKHZRUNLQJK\SRWKHVLVLVWKDWZHZLOOEHDURXQGSHUFHQWVPDOOHU
LQ WHUPV RI SHUVRQQHO LQ WKH FHQWUHV¶ ([WHUQDO VKRFN LQVWDELOLW\ and volatility were terms 
widely used.  
 
Thirdly, several reported that they were undergoing a review of operations and were unable to 
say what the impact would be on their contact centre facilities. Fourthly, several respondents 
indicated that automation would impact in unknown ways upon employment levels. Even if 
call volumes were to increase automation might mean that employment levels would not 
increase accordingly. Similarly, if call volumes were to remain at similar levels a decline in 
headcount might result.  
 
For some companies it was not one single factor that had mattered but the combined effects of 
imminent economic turbulence conditions and organisational change that were causing 
uncertainty. For instance, one financial services respondent stateGLWZDVµGLIILFXOWWRVD\ZKDW
contact centre employment would be in 2010 given dislocation in financial services, mergers 
DQGWKHLPSDFWRIRIIVKRULQJ¶ 
 
In summary, in 2008, companies had found it very difficult to predict their levels of 
employment for 2010. Although only two years into the future, the impact of the credit crunch, 
the unknown depth and effects of economic slowdown, the implications of merger and 
acquisition, the outcomes of offshoring and outsourcing decisions, the consequences of 
organisational re-structuring and process re-engineering, the impact of technological 
innovation were combining to create widespread uncertainty.  
 
If many contact centre managers were unable or unwilling to make predictions regarding 
employment levels for their centres in 2008, then uncertainty was understandably more 
widespread in 2011 in the wake of financial crisis and economic stagnation.  Data was 
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provided for only 133 contact centres. Increased employment was forecast for 54 centres, 
decreased employment for 39 centres and, for 40 centres, managers predicted neither increase 
nor decrease. The question is the extent to which this limited data can provide a reliable 
indicator of future employment.   
 
Adding the current employment for these 133 centres gives a total of 26,424 employees so we 
have data on centres which cover 29.4 per cent of employees. Although, given this proportion, 
caution should be exercised when drawing conclusions, a more detailed analysis can still 
provide some insight into possible future developments if all the necessary caveats are borne in 
mind. The difference between the predicted increases and decreases in employment for these 
organisations that did supply the data is +4,651, or 17.6 per cent of the current figure. This 
indicates a degree of expansion amongst a minority of organisations, at least, that operate 
contact centres in Scotland. 
 
While there was a sectoral diversity in terms of the centres for which this growth was expected 
to occur, the following two characteristics are notable. First, only four centres in financial 
services proffered definite figures for future employment and here the increase was a modest 
105 employees in total. Second, almost a half (46 per cent) of this stated increase is expected to 
come from the third-party outsourced sub-sector. In terms of the centres, for which 
organisations provided figures for expected decline, 53 per cent of predicted reduction comes 
from the financial services sector. A minority of organisations in various parts of the public 
sector, albeit to a far lesser extent, were notable in reporting their intention to reduce 
headcount.  
 
In order to establish more firmly whether these figures of the increases and decreases in 
predicted employment at centre level betoken a net overall increase LQ 6FRWODQG¶V overall 
contact centre employment requires additional data analysis. Considering the number of 
organisations that have indicated that they intend to expand without providing numbers, only 
18 additional can be counted. In total, then, 72 centres are predicting expansion.  
 
In addition to the 39 centres giving specific numbers for decline, a further 13 stated that there 
would be reduction over the next two years but were unable to give figures. In total, then, 
organisations responsible for 52 centres were planning headcount reductions. Whether the scale 
of these reductions is greater or less than the extent of predicted increases is far from certain, 
particularly when we consider other findings. Organisations responsible for 18 centres stated 
that there would be no change in employment levels. However, the most notable finding 
concerns the large number or organisations that reported that they were uncertain, were unsure 
or could not tell what the employment levels in their centres were going to be in 2013. Eighty 
three contact centres fall into this category.  
 
Respondents provided additional information which helps to clarify the position of their 
organisations in relation to future developments. A common response offered by senior 
managers was that their organisations were undergoing internal reviews, the outcomes of 
which were not known, so that the size of their contact centres following the inevitable re-
organisation was unknown. What emerges then is this sense of organisations in the private 
sector continually having to make adjustments in response to, or in anticipation of, volatile 
market conditions and, in the public sector, re-configuring operation in the context of austerity 
and budget cuts.  
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$WWHPSWLQJ WR JDXJH RUJDQLVDWLRQV¶ SURMHFWLRQV RI IXWXUH HPSOR\PHQW OHYHOV KDV
never been an exact science. In conditions of uncertainty and market volatility the 
difficulties organisations have had in predicting future employment, already 
evident in 2003, intensified in 2008 given impending financial crisis, restructuring, 
reorganisation and technological innovation.  
 
In 2011 organisations were able to provide data on only 133 centres; increased 
employment was forecast for 54 centres, decreased employment for 39 and no 
change for an additional 40 centres. The net difference was plus 4,561 employees 
of 17.6 per cent of current employment for the organisations that provided this 
specific data. Albeit these figures are indicative, they do suggest a degree of 
expansion in a minority of centres.  
 
Without specifying numbers a further 104 centres indicated the expected future 
direction of employment; 18 projected increases (72 in total with those providing 
specific numbers) and 13 projected decreases (52 in total). The largest number 
(83) was for those centres whose parent companied could not tell what the 
employment levels would be in 2013. A common response was that these 
organisations were undergoing internal reviews, the outcomes of which were not 
known.  
 
What emerges then is this sense of organisations in the private sector continually 
having to make adjustments in response to, or in anticipation of, volatile market 
conditions and, in the public sector, of re-configuring operation in the context of 
austerity and budget cuts, to say nothing of the impact of lean working and 
automation.  The combined outcome was considerable uncertainty and indecision 
amongst many organisations regarding future employment.  
 
2.10   Location of Company Headquarters  
 
In this section we detail the location of the company headquarters of the 374 contact centres for 
which we have full data. For the overwhelming majority of centres this was a relatively 
straightforward process, but in a minority of cases, usually of multinational but also UK-wide 
organisations the question arose as to whether the divisional or local administrative or the 
corporate HQ should be considered. Again, the judgement of the respondents has been decisive 
in determining the most appropriate location.  
 
We found that 193 contact centres (52 per cent of the Scottish total) were operated by 
companies or organisations that have their headquarters in Scotland. These centres were 
responsible for 32,304 employees or 36 per cent of the Scottish contact centre workforce. As 
many as 143 centres were operated by organisations with their headquarters in the rest of the 
8QLWHG.LQJGRP7KH\ZHUH UHVSRQVLEOH IRUHPSOR\HHVRUSHUFHQWRI6FRWODQG¶V
contact centre workforce. The headquarters of a further 11 centres, accounting for 6,483 
employees (or 7.2 per cent of the Scottish workforce), were located in Europe. Organisations 
with their headquarters in North America (the United States) operated 24 centres in Scotland, 
accounting for 5,512 employees or 6.1 per cent of Scottish employment. Finally, organisations 
with their HQs located in Asia accounted for 3 centres, 463 employees, 0.5 per cent of the 
workforce. However, this latter figure and percentage understate the true position regarding 
Asian influence in the Scottish contact centre sector. Hero-TSC is owned by a prominent 
Indian company with diverse industrial interests, but its headquarters are given as Larbert. 
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*LYHQWKHFRPSDQ\¶VVL]DEOHRSHUDWLRQV± six centres across Scotland ± and its stated intention 
to expand headcount Indian influence in the sector will continue to grow.  
 
In total, then there are 38 contact centres which are owned by firms with their headquarters 
outside of the U.K. These centres are responsible for 13.8 per cent of Scottish contact centre 
employment. These figures are indicative of Scotland¶VSRVLWLRQZLWKLQDEURDGHUJOREDOVHUYLFH
delivery chain, attracting inward investment as part of its proposition for companies seeking a 
nearshore location and/or looking to deliver services to the UK or European markets.  
 
It is important to note that Scotland is growing in importance as a destination for contact 
centres owned by companies located overseas. In 2008, overseas owned contact centres 
accounted for 27 centres compared to the 38 in 2011.  
 
More than a half of all contact centres (52 per cent) are operated by organisations 
that have their headquarters in Scotland. This cohort is responsible for 36 per cent 
of the total Scottish workforce. A further 143 (39 per cent) of centres with 45,238 
employees or more than 50 per cent of all employment, are headquartered in 
England. Finally, while 38centres (10.3 per cent of centres) are headquartered 
overseas. Of the latter, the US is the most significant numerically with 24 centres, 
and is responsible for 6.1 per cent of employment. Although European 
headquartered organisations claim fewer centres (11), they are responsible for 7.2 
per cent of Scottish employment.  
 
While Asian headquartered organisations have only three contact centres and 0.51 
per cent of employment, this understates the true significance of Indian influence 
sector, given that the six contact centres of the Hero-TSC are owned by an Indian 
company even though they are headquartered in Larbert.  
 
Evidently Scotland has progressed as a nearshore destination within the emerging 
global service delivery paradigm. In 2011, 38 centres in Scotland were owned by 
organisations that are headquartered overseas, compared to 27 in 2008. Almost 14 
per cent of the workforce is now employed in centres that have their headquarters 
located overseas, an increase in the proportion since 2008. 
 
2.11 Distribution of Centres and Employment by Industrial Sector 
 
Before analysing the data on the distribution of contact centres by employment in industrial 
sector - or sub-sector - it is necessary to make certain points of clarification regarding method 
and data presentation. In Table 6 the second column gives the total numbers employed in the 
particular named sector and the third column gives the percentage of the Scottish contact centre 
employment to be found in this sector. As can be seen, in the last row of the table a figure and 
a percentage is given IRU D FDWHJRU\ QDPHG µYDULRXV¶ 7KLV UHIHUV WR FHQWUHV IRU ZKLFK
PDQDJHPHQWUHSRUWWKDWVHUYLFHVDUHSURYLGHGLQPRUHWKDQRQHµLQGXVWU\¶,QWKHRYHUZKHOPLQJ
PDMRULW\ RI FDVHV WKH µYDULRXV¶ FDWHJRU\ FRQVLVWV RI RXWVRXUFHG RSHUDWLRQV ZKHUH WKH
companies provide services in more than one industry. However, it should be noted that the 
µYDULRXV¶FDWHJRU\LVQRW LGHQWLFDO WR WKHRXWVRXUFHGVXE-sector, because it is possible to have 
outsourcers providing services in one industry only (see 2.12 for a fuller discussion of 
outsourcing).  
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Table 6: Distribution of contact centres and employment by industrial sector (2011) 
 
 
Sector 
 
 
Total 
employment 
 
 
% of total 
employment 
 
 
% without 
µYDULRXV¶ 
Total 
employment 
without 
µYDULRXV¶ 
Financial services 28,022 31.1 35.9 32,304 
Media/communications 12,403 13.8 15.9 14,299 
Public sector 12,041 13.4 15.4 13,882 
Telecommunications 6,903 7.7 8.8 7,958 
Utilities 6,275 7.0 8.0 7,234 
Computers/IT 3,499 3.9 4.5 4,033 
Travel/transport/holidays 2,497 2.8 3.2 2,878 
Retail 1,797 2.0 2.3 2,072 
Charity/not-for-profit 646 0.7 0.8 745 
Food and drink 619 0.7 0.8 714 
Healthcare 466 0.5 0.6 538 
Miscellaneous 2900 3.2 3.7 3,343 
Various 11931 13.3 n/a n/a 
 
We can take another step in calculating the distribution of employment by vertical sector. 
Assuming that the µYDULRXV¶ category is proportionately representative of the industrial activity 
of contact centres generally, we can recalculate the percentages and numbers employed 
(columns four and five) to arrive at a calculation of distribution by industry. Thus, the total 
employment (last column) is composed of the numbers working in centres dedicated to a 
particular industry (e.g. financial services, telecoms) combined with a reasonable estimate of 
those engaged on activities for the same industry working for a third-party outsourcer5.  
 
Table 6 presents the distribution of contact centre employment by industrial sector in 2011. 
Taking the further step of analysing the distribution for the last four audits (2000, 2003, 2008 
and 2011), however, permits a longitudinal analysis by which the relative significance of the 
different industry over time can be appraised (Table 7). Industries have been ranked according 
to their degree of importance in the audit of 2011. 
 
Table 7: Distribution of contact sector employment by industrial sector over time 
 
Sector 
Numbers 
employed 
2011 
% of 
workforce 
2011 
Numbers 
employed 
2008 
% of 
workforce 
2008 
Numbers 
employed 
2003 
% of 
workforce 
2003 
Numbers 
employed 
2000 
% of 
workforce 
2000 
Financial services 32,304 35.9 31,485 37.5 197171 36.5 17,033 37.0 
Media/communications 14,299 15.9 11,530 13.7 5,587 10.3 10,718 23.3 
Public sector 13,882 15.4 12,339 14.7 4,910 9.1 766 1.5 
Telecommunications 7,958 8.8 9,545 11.4 7,625 14.1 7850 17.1 
Utilities 7,234 8.0 6,642 7.9 4,556 8.4 2,598 5.7 
Computers/IT 4,033 4.5 3,727 4.4 4,197 7.8 2,760 6.0 
Travel/transport/holidays 2,878 3.2 3,734 4.4 4,246 7.9 3,147 6.8 
Retail 2,072 2.3 1,142 1.3 1,096 2.0 886 1.9 
Charity/not-for-profit 745 0.8 877 1.0 607 1.1 n/a n/a 
Food and drink 714 0.8 536 0.6 606 1.1 n/a n/a 
Healthcare 538 0.6 363 0.4 475 0.9 94 0.2 
Miscellaneous 3,343 3.7 1,996 2.4 366 0.7 199 0.4 
                                                 
5
 As in previous surveys, the researchers decided against requesting the data disaggregated by industry for a 
number of reasons. Not only would this have been an overly complex and onerous  request for many respondents, 
that might have jeopardised UHVSRQVH UDWHV EXW LW DOVR PLJKW KDYH LPSLQJHG XSRQ RXWVRXUFHUV¶ UHTXLUHPHQW WR
maintain client confidentiality. 
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As can be seen, financial services is currently and has been the most important source of 
contact centre employment. The importance of the financial services sector as innovator and 
disseminator of the call and later contact centres paradigms has long been acknowledged (e.g. 
Bain and Taylor, 2002; DTI, 2004; Taylor and Bain, 1999). That this broadly defined sector 
(including banking, insurance, credit services, asset management, stockbroking, pensions and 
mortgages) remains the single most important locus of contact centre activity and employment 
is confirmed by the findings in Table 6.   
 
,Q IDFW ORRNLQJ DW ILQDQFLDO VHUYLFHV¶ FRQWULEXWLRQ WR RYHUDOO HPSOR\PHQW D UHPDUNDEOH
consistency can be seen across the different audits, with the industry accounting for over one in 
three of all those employed in a contact centre. It is also important to note that, despite the 
crisis in banking since 2008, and despite a modest reduction in the relative proportion of those 
employed in financial services, there has been growth in the absolute numbers in employed, 
from 31,485 in 2008 to 32,304 in 2011. Although only a slight increase, any expansion is 
remarkable in the context of general headcount reduction across financial services, particularly 
in the banking sub-sector. The findings would confirm the speculative observation made in the 
2008 audit that the contact centre might be less affected than other horizontal areas of activity 
in financial services. It was suggested that, despite a contraction in business in overall terms, a 
recession might generate greater customer uncertainty which in turn would lead to higher call 
volumes. Since crisis was likely to increase the number of customer queries it would be a 
mistake to extrapolate the extent of contact centre employment from the economic health of the 
sector as a whole or from the condition of a particular company.   
 
Second in terms of importance is media/communications which in 2011 accounts for 15.9 per 
cent of Scottish contact centre employment. As can be seen, there has been incremental growth 
since 2003 and through 2008 in the proportion employed in this sector.   
 
One of the most distinctive trends has been the continuous of public sector contact centre 
employment over the course of the four audits. In 2000, the call centre model was only 
beginning to be adopted in central and local government and the emergency services and was 
yet to be implemented in other areas of public service such as the National Health Service 
(NHS 24 in Scotland6). The biggest ramp-up occurred between 2000 and 2003, but it is 
significant that growth has continued subsequently, notably because contact centres have been 
identified by public service management as a means to deliver cost-efficient customer services 
(Taylor and Bain, 2007) while ostensibly delivering high quality service. In this respect, the 
FRQWDFWFHQWUHFDQEHUHJDUGHGDVDQRUJDQLVDWLRQDOIRUPFRQVLVWHQWZLWKWKHSUHFHSWVRIµEHVW
YDOXH¶ SXEOLF SROLF\ Several studies have examined the nature of the public sector contact 
centre phenomenon (e.g. Fisher, 2004; Glucksmann, 2004).  
 
The trend in telecommunications is of declining employment in absolute terms and, of course, 
an even more precipitate reduction in proportionate terms. In fact the proportion of Scottish 
employment has almost halved between 2000 and 2001, from 17.1 per cent to 8.8 per cent. 
7KHUH DUH VHYHUDO UHDVRQV IRU WKLV LQFOXGLQJ WKH UDWLRQDOLVDWLRQ RI RSHUDWLRQV E\ WKH VHFWRU¶V
biggest player, technological innovation and the development of leaner forms of work 
organisation. Nevertheless new products have come on stream such as mobile and broadband, 
which have acted as countervailing factors. 
                                                 
6
 NHS 24 has been included in the generic public sector category. If it were included in the healthcare category 
then clearly this was make some difference to the size of this sector. 
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Employment in utilities show a somewhat different trend; there has been an increase in the 
numbers employed across the period of the four audits, but a stability in proportionate terms is 
discernible between 2003 and 2008 and then again to 2011 (8.4 per cent, 7.9 per cent and 8 per 
cent respectively). A slightly different pattern again can be seen in the computing and IT 
industries; growth in proportions employed between 2000 and 2003 followed by decline and 
stability thereafter in 2008 and 2011. Combining activities in the travel, transport and holiday 
µLQGXVWULHV¶DFOHDUWUHQGLV visible; growth in absolute and proportionate employment between 
2000 and 2003, from 3,147 employees (6.8 per cent) to 4,246 employees (7.9 per cent). 
Thereafter a steady decline has ensured to 3,734 employees (4.4 per cent) in 2008 to 2,878 
employees (3.2 per cent) in 2011. One plausible explanation for the reduced significance of 
employment in this area has been the increased acceptance of customer self-service in the form 
of internet bookings. Automation has certainly had an impact although it must be conceded that 
the closure of specific centres has also had an impact over the last decade (e.g. Thomsons, 
Vertex for Virgin Trains).   
 
Considering the remaining sectors, we can see that retail has grown both absolutely since 2000 
to the present, although the numbers are relatively small, notwithstanding significant recent 
developments notably the well-publicised opening of the John Lewis contact centre in 
Hamilton. The numbers employed in charity/not for profit sector have reduced since 2008 and 
this area remains relatively small. Food and drink and private healthcare have both increased, 
albeit marginally since 2008.  
 
&RPPHQW VKRXOG DOVREHPDGHRI WKH µ0LVFHOODQHRXV¶ FDWHJRU\ centres operating in diverse 
industrial sectors but whose numbers are not sufficient as to justify constituting a separate 
category. By 2008 and 2011 this category included facilities management, construction, 
manufacturing, engineering and fuel. We note also that the expansion of this category reflects 
the wider dispersion of the contact centre as a mode of customer interaction beyond its 
heartlands in financial services, telecommunications and utilities to virtually every industrial 
sector and sub-sector.  
 
Financial services, as a broadly-defined industry, has been and remains the single 
most important locus of contact centre employment. The proportion of the 
Scottish workforce employed in financial services has remained remarkably 
consistent from 2000 to the present at more than one in three of those 
employed(32,304). A notable finding is the growth in the number employed 
between 2008 and 2011, confirming an understanding of financial services as 
composed sub-sectors that have been differentially affected by the crisis. 
Nevertheless, the findings confirm the prediction made in 2008 that the contact 
centre (as a horizontal activity) would be less affected by crisis than other areas of 
employment within the industry and that call volumes might expand given 
customer uncertainty and an increasing number of queries.  
 
Second in importance is media/telecommunications which has grown 
incrementally since 2003 and now accounts for 15.9 per cent of employment 
(14,299 employees). Employment across the public sector has continued to grow 
since 2000, most rapidly between 2000 and 2003 when the contact centre model 
was being adopted. Promising a cost-efficient means of delivering public services, 
the contact centre has fitted policy prescriptions and. Recent growth is discernible 
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(13,882 employees in 2011) but this is largely before austerity measures and 
budget cuts have been implemented. 
 
Employment in telecommunications has declined, now 7,958 employees and 8.8 
per cent of the Scottish workforce, almost a half of its relative size in 2000. 
Employment in utilities has remained stable in proportion of employment since 
2000, while in computers and IT there is little change since 2008. In contrast, 
companies in travel/transport/holidays have seen their proportion of Scottish 
employment more than halve from 2000 (6.8 per cent) to 2011 (3.2 per cent).  
 
Interactive customer servicing has now spread way beyond the initial heartlands 
in financial services, telecommunications and utilities as the contact centre model 
has been adopted and, to a lesser extent, continues to be adopted in diverse 
industries.  
 
2.12  Outsourcing 
 
In this section we examine more fully the important aspect of outsourcing. Working on the 
basis of the data for the 93 outsourced centres (out of the 374 for which we have data), they 
now account for 27.1 per cent of Scottish contact centre employment or 24,388 employees. It 
follows that 72.9 per cent of the Scottish workforce, amounting to 65,611 employees, work in 
non-outsourced or in-house operations.  
 
From the first two audits (Taylor and Bain, 1997; 2000), it was evident that the outsourced sub-
sector which had become an important element in the Scottish call centre market. The 
longitudinal data presented in Table 9 evidences this observation, demonstrates the sustained 
growth in employment in outsourced centres over a decade and a half. Most significant is the 
fact that outsourced operations until 2008 grew at a faster rate than any other component of the 
contact centre market. We can see that the share of outsourcing has grown from 1 in 5 in of all 
those employed to 1 in 4 in 2003 to almost 3 in 10 by 2008. While the 2011 audit findings 
reveal an increase in the numbers employed by outsourced companies since 2008 (from 23,935 
to 24,388), these figures show a modest decline in their proportion of the Scottish contact 
centre workforce (from 28.5 per cent to 27.1 per cent). 
 
Assessing the longer-term trend of the outsourced sub-sector, this rate of growth is remarkable, 
particularly for the half decade between 2003 and 2008. This evidence of growth was 
consistent with additional UK-wide evidence. Incomes Data Services (IDS, 2007: 8) reported 
that three-quarters of respondents in the outsourced sector reported growth in 2006. What made 
this growth all the more remarkable was the fact that many commentators had predicted that 
outsourced operations would be particularly vulnerable to offshoring for several reasons.  
 
Outsourcing, it should be recalled, involves the external transfer of activities through a sub-
contracted relationship to a third-party supplier and, of course, third-party suppliers are a 
significant component of globalised service delivery, particularly in India. Furthermore, 
RXWVRXUFLQJ JHQHUDOO\ LV FRQVLGHUHG WR LQYROYH WKH H[WHUQDOLVDWLRQ RI D FRPSDQ\¶V QRQ-core 
operations, often standardised and transactional in content, precisely those aspects which 
characterise much of the Indian contact centre industry (see Batt et al, 2005; Taylor, 2010b; 
Taylor and Bain, 2003; 2006).  
 
 
36 
 
Table 9: The growth of outsourced contact centres, 1997-2011 
 
 
Year 
 
Number of 
outsourced  c.c.s 
 
Numbers employed 
in outsourced c.c.s 
% of Scottish 
workforce in 
outsourced c.c.s 
1997 18 2,905 18.2 
2000 42 9,010 20.4 
2003 92 13,728 25.1 
2008 108 23,935 28.5 
2011 93 24,388 27.1 
 
The outsourced sub-sector is segmented according to company type, area of activity origin of 
firm and so on. First, there are generalist third-party providers who supply services for 
companies operating in diverse markets. Historically, many have been Scottish owned 
companies, the most notable cases being Telecom Services Centre (TSC), beCogent and 
Response Handling. It is interesting to note that a number of these Scottish domestic 
companies have now been acquired by firms that are headquartered overseas; for example, 
TSC by Hero-ITES, beCogent by Teleperformance and, on a smaller scale, Careline by 
Hinduja Global Services. Despite this trend there remain Scottish owned outsource providers 
of reasonable significance, notably Response and City Park Technologies.  
 
Second, there are UK owned companies that delivering services either in specific industries 
(e.g. Capita at their Stirling site or in Glasgow in financial services) or in a range of verticals 
(e.g. Vertex). Third, there are the overseas owned companies (e.g. Sykes, IBM) that often are 
engaged in delivering foreign language services as a nearshore or EMEA provider.  
 
In conclusion, it is necessary to emphasise the remarkable vitality of the outsourced sub-sector 
over the past two decades. The domestic (i.e. Scottish) segment has confounded expectations 
that it would contract in the face of lower-cost competition from India and other overseas 
destinations. However, the suggestion drawn in 2008 that domestic outsourcers could benefit 
FRQVLGHUDEO\IURPFRPSDQLHV¶GHVLUHWRSXUVXHFRVt-UHGXFWLRQWKURXJKµH[WHUQDOLVDWLRQ¶KDVQRW
been borne out by developments. The rate of growth amongst domestic outsourcers has slowed. 
At the same time, the growing presence of overseas owned third-party operations resonates 
with the perspective of promoting Scotland as a global hub for business services. Recalling the 
evidence on RUJDQLVDWLRQV¶ projected employment(Section 2.9), it was the outsourcers of all 
kinds that were most confident about future growth. 
 
For more than a decade, the outsourced sub-sector grew faster than any other 
segment of the Scottish contact centre market, from less than 1 in 5 employed in 
1997 to slightly less than 30 per cent in 2008. Such growth confounded widespread 
expectations that the domestic outsourcing would be most vulnerable to lower-cost 
competition from India and elsewhere. Although outsourced employment has 
continued to expand since 2008, the rate of growth has slowed. As a proportion of 
the Scottish workforce, employment in outsourcing has marginally contracted 
from 28.5 per cent in 2008 to 27.1 per cent (24,388 employees) in 2011. This 
development challenges the simplistic prediction that the cost reduction 
imperative generated by the recession would automatically lead to a considerable 
amount of in-house provision being externalised to outsourcers. 
 
The outsourced sub-sector is heterogeneous, composed of Scottish-owned 
providers, UK firms and overseas owned third-party players. A recent trend has 
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been for Scottish-owned companies to be acquired by firms headquartered 
abroad; e.g. TSC by Hero-ITES, beCogent by Teleperformance and Careline by 
Hinduja Global Services.  
 
2.13  Contact Centres by Size  
 
As in previous audits, we have calculated the mean size of employment of a contact centre in 
Scotland. In 2011, the average size was 232employees. Table 9 charts the trends since 1997. 
As can be seen, following the period of most rapid growth (between 1997 and 2000), the mean 
size of a contact centre facility has remained relatively stable. In fact, the mean size has 
increased since 2008, from 219 in that year to 232 in 2011. It can be suggested that this 
increase is the result of a number of factors including; the fact that a large number of the 
centres that have closed since 2008 have been small operations (see Section 2.2, p.12), the 
growth in employment within established operations; restructuring within organisations that 
operate multiple sites leading to FHUWDLQµV\QHUJLVWLF¶GHYHORSPHQWVQDPHO\WKHFRQFHQWUDWLRQ
of activities on a smaller number of sites.  
 
Table 10: Mean employment size of contact centres in Scotland, 1997-2011 
Year  Mean 
1997 138 
2000 225 
2003 201 
2008 219 
2011 232 
 
Of course, this average does not capture the disparity in size of contact centres across the 
sector. Table 11 shows the numbers of contact centres by establishment size, the percentage of 
total employment according to establishment size and the cumulative percentage.  
 
Table 11: Distribution of employment by establishment size, 2000-2008 
 
Establishment 
Size 
 
Count 
2011 
Total number 
of employees 
2011 
% of Total 
Employment 
2011 
 
Cumulative 
% 
% of Total 
Employment 
2008 
% of Total 
Employment 
2003 
% of Total 
Employment 
2000 
1000 or more 17 28,336 33.1 33.1 31.1 21.7 31.4 
500-999 32 26,685 26.7 59.8 24.9 30.6 23.1 
250-499 46 18,007 18.0 77.8 19.2 20.5 18.6 
100-249 75 13.439 13.4 91.2 15.0 17.7 18.7 
50-99 66 5,361 5.4 96.6 5.6 5.5 4.9 
25-49 53 2,041 2.0 98.6 2.6 2.8 2.2 
Less than 25 85 1,381 1.4 100.0 1.7 1.2 1.0 
 
Several aspects are worth commenting upon regarding the 2011 findings, beginning with the 
large number of small centres. There are 138 establishments, or37 per cent of the total number 
of contact centre sites, that have less than 50 employees, but these account for a mere 3.4 per 
FHQWRI6FRWODQG¶Voverall workforce.  
 
At the same time, the overwhelming majority of the workforce is employed in large 
establishments. One-third of employment in Scotland work in centres where the workforce 
numbers 1,000 or more, almost 60 per cent in centres of 500 employees or more and more than 
three-quarters (77.8 per cent) in centres that employ 250 or more. Although larger centres have 
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always been a notable characteristic of the Scottish contact sector, their significance has grown 
over time and since the last audit (Table 12).  
 
Table 12: Significance of large contact centre workplaces (1997-2011) 
Year % in contact centres 
HPSOR\LQJ 
1997 56.3 
2000 73.1 
2003 72.8 
2008 75.1 
2011 77.8 
 
The mean size of a contact centre in Scotland is 232 employees. This facility 
average has grown since 2003 and 2008. The recent modest increase is caused by 
several factors including the closure of a relatively large number of smaller 
centres, the growth of established operations and organisational restructuring that 
has seen companies that operate multiple centres concentrating activities on a 
smaller number of sites.  
 
There are many small contact centres. No fewer than 138 establishments, 37 per 
cent of the Scottish total, have fewer than 50 employees, accounting for 3.4 per 
cent of the overall workforce. In contrast, the overwhelming majority work in 
large centres, with one-third employed in workplace of 1,000 or more employees, 
60 per cent employed in centres of 500 or more employees and more than three-
quarters in centres of 250 or more employees. Although larger centres have always 
been important, their significance has grown over time.  
 
2.14   Contractual Status 
 
Senior management from organisations responsible for 303 centres provided exact numbers of 
those employed full-time and those employed part-time. There is no precise definition of what 
constitutes part-time working in the United Kingdom although it is frequently defined loosely 
as being less than full-time hours where full-time hours are considered to be 35 hours or more 
per week. When gathering data from organisations, the researchers requested that respondents 
report numbers based upon their own operational definitions and usage RIWKHWHUPVµIXOOWLPH
DQG µSDUW WLPH¶. If the working patterns and hours had been the sole or indeed the principal 
focus of the research then more detailed data would have been sought which would have 
permitted disaggregation of contractual hours of work. However, for the purpose of this study a 
self-reported bifurcation of contractual status was considered sufficient.  
 
Table 13: Contractual status of Scottish contact centre workforce, 1997-2011 
Year % on full-time 
contracts 
% on part-time 
contracts 
2011 76.9 23.1 
2008 72.8 27.2 
2003 68.6 31.4 
2000 63.0 37.0 
1997 65.5 35.5 
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Although not complete data, the fact that figures were received for a very large sample - 81 per 
cent of the known sectors in Scotland - enables us to extrapolate to the proportions of full-time 
and part-time staff to the Scottish workforce with a great degree of confidence. Table 13 
provides the percentages for 2011 and compares them with previous audits. 
 
As can be seen, more than three quarters (76.9 per cent) of the overall Scottish workforce are 
employed on full-time contracts, as against slightly less than a quarter (23.1 per cent),employed 
on part-time contracts. Reflecting on the trend since 1997, the long-term decline in the 
proportion of the workforce engaged on part-time contracts is evident. Some of the early 
(mistaken) representations of the call centre were that it was an organisational epitome of 
contingent, non-standard labour with very high proportions working on temporary and/or part-
time contracts, particularly since it was held to embody a highly gendered labour process. 
Robust empirical evidence for this extreme flexibility was always difficult to find.  
 
Nevertheless, more sober evaluations from previous audits (Taylor and Bain, 2000) did suggest 
on the basis of rigorous research that share of the workforce on part-time contracts would 
increase. +RZHYHU HYHQ PRGHVW SUHGLFWLRQV RI HPSOR\HUV¶ LQFUHDVHG XWLOLVDWLRQ RI SDUW-time 
workers in order to meet shortages of labour supply in a rapidly expanding market7have been 
confounded by subsequent developments. The evidence is unequivocal not just that the full-
time permanent contract (see Section 2.15) dominates contact centre employment, but that it 
has become ever more important over time. An interesting observation that needs to be made in 
passing is that the impact of the crisis has not at all led to an increase in contingent working in 
the form of part-time working.  
 
The data provided by 81 per cent of contact centres (303) indicates that more than 
three-quarters (76.9 per cent) of the Scottish workforce is employed on full-time 
contracts, a proportion that has grown considerably from the 65.5 per cent 
employed full-time in 1997. While the contact centre never was never home to 
highly flexible forms of labour utilisation, expectations that part-time permanent 
working would increase have been confounded the sustained growth of full-time 
working which, if anything, has become even more pronounced in the aftermath of 
financial crisis and recession.  
 
2.15   Temporary Contracts 
 
Expectations that the contact centre would embody the flexible utilisation of labour were 
related not only to exaggerated predictions regarding the use of part-time workers, but also the 
widespread conviction that temporary staff would be extensively employed. Previous audits 
had convincingly demonstrated that the proportion of the workforce employed as temps, either 
directly by contact centre organisations themselves or through agencies, had consistently 
declined. The results from the 2011 audit confirm this trend, indicating a continued and 
significant decline in the utilisation of temporary employees of all kinds.  
 
Responses were received from 282 organisations responsible for 54,112 employees, which 
constitutes a very large sample. Now it is conceded that organisations employing temps may 
have been missed, but the figures deriving from this large sample provide an excellent basis for 
extrapolating with confidence to the workforce as a whole. 
                                                 
7
 Women with family and household commitments (women returners frequently) were often targeted as being an 
appropriate source of labour (Callaghan and Thompson, 2002; Scholarios and Taylor, 2009; 2011) 
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Adding together the 1,087 directly employed temporary staff to the 1,779 agency temps in this 
large sample, we arrive at a total of 2,866 temporary workers in total. Using the base of 54,112 
employees total temporary employment accounts for 5.3 per cent of the workforce. If we apply 
this percentage to the total Scottish contact centre workforce of 90,000 then it is reasonable to 
suppose that the number of temps amounts to no more than 5,0008. The unmistakeable long-
term trend, of the sustained decline of the proportion of contact centre workers on temporary 
workers evident over the timespan of the audits, is unmistakable (Table 14).  
 
2QH QRWDEOH FKDUDFWHULVWLF RI WKH VHFWRU¶V XVH RI WHPSRUDU\ HPSOR\HHV LV WKH IDFW it is 
concentrated amongst a small number of organisations. Of the agency temps for which we have 
data, 94 per cent were employed in 25 centres and 91 per cent of directly employed temps were 
employed in 20 centres.  
 
Table 14: Proportions of workforce on temporary contracts, 1997-2011 
 
Year 
% on temporary 
contracts 
2011 5.3 
2008 6.7 
2003 13.5 
2000 20.1 
1997 27.4 
 
In the 2008 audit report, a number of reasons were given for this reduction in the long-term 
utilisation of temporary employees. As the sector has matured and the rate of growth has 
declined and, as customer demand has become more predictable, there has been less need for 
unplanned increases or fluctuations in headcount. Many organisations that had hitherto 
depended heavily on temporary workers decided to reduce their reliance upon them. The 
principal reason was the growing conviction amongst employers that temps tend not to deliver 
the same levels of customer service as committed permanent workers.  
 
At the same time, for those organisations that did use temporary workers senior managers 
reported the reasons. Not only did employing temps allow them to overcome episodic shortfalls 
in labour but also provides an opportunity for organisations to screen employees as to their 
suitability for permanent contracts. One final observation concerns the impact of crisis and 
recession, which have not led to an increase in temporary working in the contact centre sector. 
One explanation that emerges is that organisations under cost cutting conditions have been 
more likely to rely upon their existing workforce to absorb spikes or fluctuations in demand, 
rather than engaging in the expense of hiring additional temporary labour particularly when 
experience has taught them that quality concerns may arise through pursuing this responsive 
course of action.  
 
The longer-term decline since 1997 LQ FRPSDQLHV¶ XWLOLVDWLRQ RI WHPSRUDU\
workers, both those directly employed and those employed through agencies, has 
continued between 2008 and 2001. Only 1 in 20 of the Scottish workforce (5.3 per 
cent) now works as a temp as compared to more than 1 in 4 in 1997 (27.4 per cent). 
Organisations have reduced their reliance on temps for several reasons including 
                                                 
8
 The exact number is calculated at 4,767.  
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the belief, based on experience, that permanent workers have higher degrees of 
commitment and deliver better quality customer service.  
 
Temps are concentrated in a relatively small number of organisations and are 
utilised for tactical reactive reasons rather than being driven by a strategic 
decision to segment the workforce into core and periphery elements. Contrary to 
some expectations, financial crisis and recession have not led to an increase in 
temporary working, as organisations appear to rely on their existing workforce to 
absorb fluctuations in customer demand and to pursue labour intensification as 
the preferred method of cost-containment.  
 
2.16 Gender 
 
Data on the gender composition of the workforce were received from senior managers 
responsible for 308 contact centres and covering 55,790 employees. While the data is not 
complete such a large sample size means that we can extrapolate with confidence these 
proportions of men and women to the Scottish workforce as a whole. Table 15 displays the 
headline finding that 58.1 SHUFHQWRI6FRWODQG¶VFRQWDFWFHQWUHZRUNIRUFH is female and 41.8 
per cent male. The table also shows how the gender differential in the sector over the course of 
the five audits.  
 
Table 15: Gender composition of Scottish contact centre workforce, 1997-2011 
Year Females % Males % 
2011 58.1 41.8 
2008 57.5 42.5 
2003 61.3 38.7 
2000 63.8 36.2 
1997 67.4 32.6 
 
Since 1997 there has been growth in the proportion of males and a corresponding decline in 
that of females. Such a trend challenges perspectives that regard call/contact centre work as 
defined substantially by gendered attributes. However, challenging simplistic stereotyping of 
contact FHQWUH ZRUN DV H[FOXVLYHO\ ZRPHQ¶V ZRUN GRHV QRW PHDQ neglecting important 
gendered characteristics (see Belt, 2002; Durbin, 2006; Scholarios and Taylor, 2009; 2011). It 
is certainly true, as the 2008 audit demonstrated, that certain activities or workflows and in 
particular industries DSSHDU WR EH µJHQGHUHG¶ LQ WKH VHQVH WKDW WKH\ KDYH JUHDWHU RU OHVVHU
proportions of the men and women. This pattern is confirmed in the 2011 audit.  
 
Table 16: Gender composition by industrial sub-sector, 2011 
Industry Male % Female % 
Computing/IT 63.6 36.4 
Telecommunications 51.6 48.4 
Health 58.9 41.1 
Utilities 39.4 60.6 
Media/broadcasting 37.5 62.5 
Retail 32.6 67.4 
Public sector 32.5 67.5 
Charity/not for profit 31.1 68.9 
Travel/transport/holidays 30.7 69.3 
Food and drink 17.8 82.2 
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Males tend to be concentrated in technical help desk and IT/software roles, which can be 
illustrated by the fact that slightly less than two-thirds of employees (63.6 per cent) in the 
IT/computer industry are males. In the telecommunications industry, there is a large number of 
customer servicing and sales roles but, at the same time, many technical and help-desk 
positions. Consequently, we find that males comprise a majority of the workforce (51.6 per 
cent as compared to 48.4 per cent). Drilling down further, we find a greater male density 
amongst certain higher end roles in the financial services sector such as stockbroking.  
 
Notable concentrations of females can be found in travel/transport/holidays (69.3 per cent) and 
the public sector (67.5 per cent). Within the latter broad category almost four in five of those 
employed in local government centres are female.  
 
The gender composition of the Scottish contact centre workforce is 58.1 per cent 
female and 41.9 per cent male. In contrast, in 1997 more than two-thirds and less 
than one-third of the Scottish contact centre workforce were females and males 
respectively.  While women remain disproportionately represented in customer 
service, there is now greater equivalence between the sexes, a pattern that 
challenges stereotypical representations of contact centre work as exclusively 
ZRPHQ¶VZRUN 
 
Nevertheless, µJHQGHUHG¶DVSHFWVFDQEHGLscerned. For example, males tend to be 
concentrated in the IT/computer sector in technical and help-desk roles and in 
certain higher level financial services activities, such as stockbroking. Notable 
higher proportions of females can be seen in food and drink, the 
travel/transport/holiday industries and in the public sector, particularly local 
government.  
 
2.17   Non Customer Facing Roles 
 
It is possible to provide informed estimates of the numbers engaged in the various non-
customer facing roles. Respondents provided data for 256 centres, a sample large enough to be 
able to provide informed estimates of the relative proportions of the non-customer facing roles 
across the sector as a whole. Table 17 presents these proportions and applies the percentages to 
the overall contact centre workforce.  
 
Table 17: Non Customer Facing Roles 
 
Role 
% 
of Employment 
2011 (2008) 
Estimated Total 
Numbers 
2011 
Customer facing roles  81.9 (82.2) 73,695 
Team leaders 6.8 (7.0) 6,090 
Managers 1.7 (2.7) 1,537 
Other heads 1.6 (2.7) 1,437 
Other roles 8.0 (5.4)  7,241 
 
According to these calculations, 6.8 per cent of the Scottish contact centre workforce is 
composed of Team Leaders, 1.7 per cent are managers, 1.6 per cent are other managers 
and 8.0 per cent are in other ancillary or support roles or are engaged in other activities 
that are integral to the contact centre but do not face the customer. As was discussed 
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DERYH6HFWLRQWKHHYLGHQFHFRQILUPVWKHµIODW¶KLHUDUFKLFDOVWUXFWXUHRIWKHFRQWDFW
centre; the ratio of supervisors to customer contact advisers is 1 in 12 and with 
managers it is 1 in 48. Adding numbers of supervisory and managerial grades 
immediately involved in contact centre operations, and weighing them against 
advisers/agents, the combined ratio is approximately 1 in 10. 
 
Comparing the customer facing and non-customer facing roles between 2008 and 2011, 
there is little change in the proportions of customer facing staff and in terms of 
supervisory/team leader positions. There has been a reduction in the numbers of contact 
centre managers and other heads of department. Finally, there has been an increase in 
the proportion of ancillary and support roles from 5.4 per cent in 2008 to 8.0 per cent in 
2011, which may be related to the trend to multi-channel customer contact and an 
increase in self-service and automation. 
 
There has been little change in the proportion of customer facing roles in 
Scottish contact centres between 2008 (82.2 per cent) and 2011 (81.9 per 
cent) and in the proportion of team leaders in 2008 (7.0 per cent) and 2011 
(6.8 per cent).  The evidence confirms the contact centre as having a flat 
managerial hierarchy; the ratio of supervisor to contact centre advisers is 
1:12 and managers it is 1:48 and combining them it is 1:10.   
 
2.18   Foreign Languages 
 
Of the 374 centres, 308 (82.4 per cent) provided data on the extent of their foreign language 
provision; 202 reported that there no foreign language agents and 55 that they did provide 
dedicated foreign language services. Managers of a further 28 centres reported that staff had 
foreign language capability that was drawn upon when required even though the centre did not 
offer dedicated foreign language services. Finally, an additional 23 centres were able to refer 
customers to a specialised language service.  
 
The 55 centres that provided dedicated foreign language services employed 3,134 agents on 
these services, or 3.5 per cent of the overall Scottish employment. These figures for 2011 
indicate growth since 2008, when 1,900, or 2.8 per cent of the total of agents employed in the 
Scottish sector, were employed on foreign language services. In turn, this compares to 3,581 
foreign language agents in 2003 (6.6 per cent of the Scottish workforce) and to 4.6 per cent of 
the total in 2000. The reduction in numbers between 2003 and 2008 could be explained by the 
group-wide rationalisation of operations at the company that at that time was the single most 
important foreign language provider in Scotland.  
 
 
Not surprisingly the most common services are in the west and south European languages; 
French, German, Spanish, Italian, Portuguese, Greek, Flemish and Dutch. A cluster of centres 
provide these and in addition the Scandinavian (Nordic) languages (Danish, Finnish, 
Norwegian and Swedish) and services for a range of Eastern European countries (Baltic States, 
Russian, Ukrainian, Czech, Slovakian, Serbo-Croat). 
 
A smaller number of centres report providing services in diverse African, Asian and Middle 
Eastern languages. One recent development is for contact centres to deliver services to 
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customers resident in the UK but in their native languages. This category includes those 
communicating with customers who speak a number of Asian languages (Hindi and Punjabi 
but also Mandarin and Cantonese as well as Malay and even Tagalog) and those more recently 
arrived from Eastern Europe. We reported in 2008 that a major financial services company had 
opened a dedicated channel in its Glasgow centre for banking services for existing and new 
Polish migrant customers.  
 
It is important to underscore the important presence in Scotland of a number of multilingual 
contact centres that provide services in a diverse range of languages as key EMEA (Europe 
Middle East and Africa) operations for their organisations. As previously observed multilingual 
centres constitute a niche market which emerged in the mid-1990s and tended to be pan-
European operations run directly by, or on behalf of, U.S. multinationals.  Scotland, Ireland, 
and particularly Dublin, but also the Netherlands were the most prominent locations.  
 
Research by the author (Taylor, 2007) indicates that these remain the most important 
multilingual hubs of despite the claimed promise of lower cost multi-linguistic capacity in 
Eastern Europe. The scarcity of European languages in India means that multilingual centres 
are not a feasible proposition, other than for delivering domestic services in different Indian 
languages. Given the depth and availability of foreign language skills in the Scottish labour 
market (Oxford Intelligence, 2008) Scotland and its relatively low cost base Scotland, in 
relation to London and the south-east of England, is an attractive location for multilingual 
contact centre activity.  
 
Almost 15 per cent of contact centres in Scotland provide dedicated foreign 
language services, which accounts for more than 3,000 agents and 3.5 per cent of 
the overall Scottish workforce. There has been some increase in the extent of 
dedicated foreign language provision since 2008. 
 
The proportion of foreign language speaking staff in Scotland is greater than these 
figures suggest as a further 28 organisations, while not providing dedicated 
services, draw upon the linguistic skills of their employees when required.  
 
The most common services are in the western and southern European languages, 
while a cluster of centres service the Nordic and Eastern European geographies. 
Diverse Asian, African and Middle Eastern languages are often provided. In this 
respect, it is important to highlight those multilingual centres that act as key 
EMEA (Europe Middle Eastern and African) hubs for their companies. Due 
largely to language availability at relatively low cost, Scotland is well-placed to 
extend its multilingual presence.   
 
2.19  Reasons for Locating or Retaining Contact Centres in Scotland 
 
In the audit pro forma which contact centre managers were required to complete, a single open 
question asking respondents to give the reasons for why their organisation had located or had 
chosen to retain their contact centre operations in Scotland. Constraints of space prevented us 
from asking separate questions on the initial location of centres and then asking for longer 
established organisations to reflect on the reasons for retaining their centres in Scotland. 
Clearly an organisation might provide differing answers to each of these questions if they were 
asked separately. Given the length of time many centres have now been established in 
Scotland, senior management respondents may not be able to recall the precise reasons why 
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their centres had been located in Scotland in the first place. The organisational memory might 
have been lost.  
 
Mindful of these limitations, the responses presented below (Table 18) are indicative of the 
principal locational reasons. The method adopted was to group together similar responses into 
a single category. Altogether responses were received for 254 contact centres. One difficulty in 
analysing the data was the fact that managers tended to give multiple reasons in the same 
response. An example of this might be a senior manager reporting that their firm had retained 
their contact centre in Scotland because it was a strategic site and because of the quality and 
availability of skilled labour where the success of the operation had been proven. In this 
answer, it is possible to identify three distinct reasons ± strategic site, labour advantages, 
successful operation - albeit that they are connected. Insofar as it has been possible, the method 
adopted has been to separate out the different reasons that are  
 
Table 18: Reasons for Locating or Retaining Contact Centres in Scotland (n=254) 
Reasons Number 
Labour market - availability/skills/quality/low turnover 88 
Successful location/established or strategic location/outcome of restructuring 73 
Local government/central government 66 
3UR[LPLW\WRFXVWRPHUVPDUNHWVFOLHQWV¶DQGFXVWRPHUV¶ZLVKHVORFDONQRZOHGJH 43 
Outgrowth of existing business/historical/HQ located in Scotland 43 
Costs/cheaper 36 
Grants/financial assistance 23 
Scottish accent 16 
Transport links/access by transport 8 
Others 24 
 
Perhaps unsurprisingly the responses to this question are similar to those given by managers in 
2008.  First, the most frequently given reason relate to the importance of the labour market and 
supply. The availability of skilled labour capable of giving µTXDOLW\¶ customer service is and 
has been regarded most significant in influencing locational decisions.  
 
Second, and so closely related to the first that it probably should not be considered as a 
separate reason, is the decision to retain facilities in Scotland (or particular location) because of 
the evident success of the operation. Quite often managers stated that the positive performance 
of their centres had informed strategic decisions taken by companies where Scottish sites were 
identified as key to their UK-wide operations. Restructuring and rationalisation might lead to 
downsizing at, or the closure of, other sites across the UK, but in several instances managers 
reported that their organisation had chosen a Scottish site or sites as they had emerged as most 
successful in a benchmarking exercise or were deemed to be strategic operationally. 
 
The third most commonly reported reason for location was related to the public sector. 
Managers of local authorities and in emergency services referred to the need to have centres 
situated locally or regionally close to the public for whom they deliver services. Similar 
considerations have influenced the locational decisions of central government agencies and 
bodies.  
 
As a counterpoint to the widespread assumption that globalisation is leading to a death of 
distance and overseas re-location to low cost destinations is a dominant trend, it is interesting 
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to note the sizable number of organisations to emphasise the importance of locality. Several 
elements are bound up with the acknowledgment of the significance of local place, including 
the need to have services in proximity to customers, perhaps for reasons of the importance of 
familiarity of the local, whether accents or culture or knowledge of the characteristics of place. 
In an outsourced relationship customer or client preference is clearly a significant factor. 
Sixteen of the managerial respondents explicitly referred to the importance of accents. There 
are a number of elements to this reason. Some organisations are drawing the contrast with India 
and the accents of front-line call-handlers in offshore locations which are seen as problematic. 
A fuller discussion of this issue will follow below (Section 3). Others, though, are referring to 
the purported qualities of the Scottish accent and linguistic/cultural interaction; warmth, 
homeliness, trustworthiness, friendliness and so on. For a number of organisations these 
qualities gave Scotland a locational advantage over other parts of the UK.  
 
Equally common as a cited factor, and often related to the significance of local place, is the 
circumstance of a contact centre being an extension or outgrowth of an existing local business 
or for other historical reasons, notably that an organisation might have originated or have its 
headquarters in Scotland. 
 
Thirty-six respondents explicitly stated that costs or lower costs were a main reason for 
locating or retaining their centre in Scotland or a specific city or town in the country. There are 
several elements to this response, including the cheaper cost of labour in Scotland (relative to 
other potential locations but notably London) and lower accommodation costs. In reality, costs 
are more important to organisations than these figures suggest. Many organisations who 
emphasised labour availability and the skills of the workforce were also implicitly 
acknowledging the importance of relative labour cost. In addition, it is evident that the 
provision of grants, incentives and other forms of financial assistance are also important for a 
minority of organisations. 
 
What is also clear from the responses in Table 18 is that decisions to locate contact centres in 
Scotland or indeed specific places within Scotland - or to retain them there - are based on 
multiple factors rather than a single dominant factor. The supply and the perceived capabilities 
of the Scottish workforce are important in combination with several other factors which include 
cost, infrastructure, transport links, customer bases and client preference. A few selected 
quotations from survey respondents give a flavour of their perceptions of these locational 
factors.  
 
µ1R UHDVRQ WR EDse our department in Scotland. However, we have very committed, 
SDVVLRQDWHVWDIIPHPEHUV¶ 
 
µWe have other call centres in the locality, so that we have had an excellent experience 
of local people for recruitment. $V ZH DUH DQ ³Rut of city centre´ that lowers 
UHFUXLWPHQWFRVWV¶ 
 
µ7KHRSHUDWLRQKHUHLQ*ODVJRZKDVEHHQUHPDUNDEO\VXFFHVVIXO,WLVWKHKXERIWKH[the 
FRPSDQ\¶V@activities and is the only centre in the UK or for that matter internationally. 
0DQ\RIWKHUROHVGHSHQGXSRQFXVWRPHUFRQWDFW¶ 
 
The most common reasons given by organisations for locating or retaining their 
contact centres in Scotland relate to the labour market and, in particular, the 
availability of labour with the appropriate skills and attributes and at relatively 
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low cost. The successful experience of centres is clearly important. Often this is 
relateGWRILUPV¶GHFLVLRQVEy which Scottish sites have been identified as key or 
strategic locations, perhaps following organisation-wide benchmarking reviews. 
The public sector whether local authorities, emergency services or central 
government agencies, generates a specific localised locational pattern.  
 
A significant number of private sector organisation indicated the importance of 
serving local markets, or delivering services that were sensitive to local influences. 
Often related to this factor are historical reasons, whether the contact centres are 
the outgrowth of existing operations based in Scotland or companies have its HQ 
located here. 
 
Notwithstanding some disinclination to acknowledge the importance of costs, a 
large minority of respondents explicitly emphasised the importance of lower costs, 
relative to London and the South East of England. Evidently, the provision of 
grants, incentives and other forms of assistance remain important for a significant 
minority.  
 
Despite some firms having quite specific reasons, decisions to locate or retain 
centres in Scotland are ordinarily based on multiple factors rather than a single 
dominant reason. Skilled labour availability is important in combination with 
several other factors, including cost, operational experience, infrastructure, 
transport links, local customer base and client preference.  
 
2.20   Lack of Available Skills, Facilities or Resources 
 
As in previous audits management were asked to identify those areas where they had 
experienced problems in accessing skills, facilities or other resources. The question was open 
ended with the intention of eliciting wide ranging responses covering infrastructural and 
technological difficulties as well as those more obviously relating to labour supply and skills. 
The method adopted was to group together similar responses into a single category. Altogether 
responses were received from managers responsible for 200 contact centres. There was less of 
a problem with collating the responses for this question as respondents, with but a few 
exceptions, provided only a single definite answer in the affirmative or negative, albeit with 
some accompanying explanation. This legitimates the use of percentages in Table 19.  
 
The overwhelming majority of those organisations that did respond (148 or 74 per cent) 
reported that they had not experienced any shortages or difficulties in the availability of skills, 
facilities or resources. A further 24 (12 per cent) actually gave a positive answer, most often in 
relation to the availability of skills and human resources. In order to give a flavour of this 
general expression of satisfaction, it is helpful to present a sample of representative comments. 
As can be seen, contact centre and HR managers were aware of how the financial crisis and 
recession had impacted on the labour market generally, ensuring that their organisations were 
well placed to recruit capable and experienced staff.   
 
µ:HKDYHQRSUREOHPV8QIRUWXQDWHO\, because of the economic climate, we can pick 
WKH EHVW RI WKH FURS :H JHW V RI DSSOLFDQWV HDFK WLPH ZH DGYHUWLVH¶ /RFDO
authority, contact centre manager, Dundee) 
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µ7KHUHLVQRUHDOGLIILFXOW\UHFUXiting people in the current labour market if we were in a 
position where we needed to. The company has a policy of not recruiting externally at 
the moment but growing and flexing internally, particularly using redeployment. 
(Telecommunications, contact centre manager, Edinburgh).  
 
µ7KHUH LV D ZLGH UDQJH RI DYDLODEOHSHRSOH LQ WKHPDUNHW SDUWLFXODUO\ZLWK UHVSHFW WR
financial services contact centre experience. We can recruit these people who have 
good communication and customer service skills but because we are a relatively 
specialised industry, it is obviously not that easy to find people with that specific skill 
VHW¶)DFLOLWLHV0DQDJHPHQWKXPDQUHVRXUFHPDQDJHU*ODVJRZ 
 
µ:HKDYHDG\QDPLFDQGGLYHUVHODERXUSRROZKLFKPHDQVWKDWZHFDQUHFUXLWZLWKRut 
difficulty. If we did need linguistic resource, for example, then I am sure that we would 
EHDEOHWRDFFHVVLW¶7HOHFRPPXQLFDWLRQVFRQWDFWFHQWUHPDQDJHU*ODVJRZ 
 
µ:HKDYHJRWDJRRGEDVHLQ>WRZQLQWKH+LJKODQGV@DQGDUHDEOHWRUHFUXLWIURPDwide 
catchment area from the area around our centre as far as Inverness. The result has been 
a very good supply or excellent talent, many of whom we have developed ourselves. 
(Telecommunications, operations manager, Highland and Islands town) 
 
This positive picture, as far as managers are concerned, of the availability of labour skills, 
albeit because of the context of economic stagnation, is general across Scotland 
notwithstanding a certain degree of local - or sector or firm-specific ± variation. The proportion 
of organisations reporting difficulties has declined noticeably from 2008, even though at that 
time only a very small number of managers had reported concerns. Table 19 compares these 
responses over the two audits. 
 
Table 19: Lack of available skills, facilities or resources (2011, n=200; 2008; 257) 
 
Category of response 
No. 
2011 
% 
2011 
No. 
2008 
% 
2008 
None/no issue 148 74.0 157 61.1 
Foreign languages 12 6.0 20 7.8 
Senior contact centre roles    7 3.5 8 3.1 
Sales skills 6 3.0 12 4.7 
Education ± weaknesses in college provision 6 3.0 10 3.9 
CC skills combined with finance sector, technical, language skills 5 2.5 8 3.1 
Customer service skills 3 1.5 17 6.6 
Software solutions/technical capability 2 1.0 2 0.8 
Other 11 5.5 23 8.9 
 
Of those organisations that did identify weaknesses almost all were related to difficulties in 
recruiting specific skill sets. As can be seen a minority of centres do report some difficulties 
over foreign languages, but this problem is typically in relation to specific languages for 
particular periods and does not constitute a general problem with foreign language availability 
in Scotland. It is more a question of WKHµULJKWODQJXDJHVDWWKHULJKWWLPH¶as a contact centre 
manger reported in 2008.  
 
Seven centres reported difficulties in recruiting senior roles. A senior manager of a major third-
party provider which operates a number of facilities across the country, reported that there were 
GLIILFXOWLHVLQILQGLQJWKHµSkillset of higher management including Heads of Department and 
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Directors¶ ZKLFK PHDQW WKDW WKH FRPSDQ\ ORRNHG µUK wide to fulfil these roles, not just in 
6FRWODQG¶)RUVRPHWKHUHZDVQ¶WVRPXFKDGLIILFXOW\DVWKHIDWWKDWLWZDVRIWHQQRWSRVVLEOHWR
find suitable numbers of people in Scotland.  
 
Only very small numbers were reporting weaknesses in sales or customer service skills. In 
terms of the latter, respondents suggested that the restructuring and downsizing both with and 
beyond the contact centre sector had increased the availability of customer service staff. A 
small number indicated that it was not so much the absence of contact centre skills that was the 
difficulty, but the availability of these core competencies in combination with a range of 
specific skills, such as the ability to give mortgage advice, technical skills or a particular 
language. However, it should be noted that it is only a very few centres that are complaining of 
this weakness.  
 
Six organisations suggested weaknesses in education provision. Some respondents believed 
that local colleges should have closer relationships with the industry and with their 
organisations, notably in respect of providing training for students in a range of contact centre 
skills.    
 
A clear majority of respondents (74 per cent) had not experienced any problems in 
relation to the availability of skills, resources or other facilities, a figure that was 
higher even than in 2008. Unsurprisingly, organisations indicated that the 
economic environment had placed in a more favourable position to recruit highly 
skilled staff.  
 
However, a minority of reported shortages of foreign language skills, but this was 
a matter of episodic deficits in specific languages, rather than a shortage of 
language skills across the sector. Smaller numbers reported shortages of customer 
service and sales skills and that senior contact centre roles (team leaders and 
managers) perhaps had to be recruited from the UK rather than from Scotland. 
Echoing previous audits, a very small number reported that it was not so much the 
absence of generic contact centre skills that was the problem but rather the lack of 
customer service skills in combination with other skill sets such as in foreign 
languages, technical ability or financial service competencies.  
 
A final issue, although again reported by very small numbers, is the relationship 
between contact centres and their local further education colleges, particularly in 
respect of appropriate training provision.  
 
2.21 Building and Accommodation Needs 
 
A focused questionFRQWDLQLQJDQXPEHURIVHSDUDWHLWHPVRQPDQDJHUV¶SHUFHSWLRQVRIWKHLU
needs in relation to their building and accommodation, was included. The request for this 
question came from Scottish Development International/Scottish Enterprise who are 
conducting a broader study into this area. Initially, respondents were asked for their agreement 
or disagreement with statements. The results are presented in Table 20.  
 
Almost 9 in 10 centres (89.7 per cent) agreed or strongly agreed that their building did meet 
WKHLU FHQWUH¶V FXUUHQW UHTXLUHPHQWV IRU VSDFH DQG RQO\  SHU FHQW GLVDJUHHG RU VWURQJO\
disagreed. No particular locational pattern is evident in the responses of those who disagree, 
although perhaps two themes can be discerned. First, some centres are in old buildings (local 
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authorities in a few cases) which are not fit for purpose and, second, there are those centres that 
have experienced expansion and capacity is an issue.  
 
7DEOH0DQDJHUV¶3HUFHSWLRQVRIEXLOGLQJDQG$FFRPPRGDWLRQ1HHGV (n=262) 
 Strongly 
Agree 
 
Agree 
 
Neither 
 
Disagree 
Strongly 
Disagree 
Our building/accommodation meets our current 
requirements for space 
 
32.4 
 
57.3 
 
3.4 
 
5.7` 
 
1.1 
We are confident that our current building/ 
accommodation will meet our requirements over 
the next four years 
 
 
27.9 
 
 
46.9 
 
 
14.5 
 
 
8.8 
 
 
1.9 
We are confident that the market should meet 
our requirements should they change 
 
17.6 
 
59.5 
 
21.4 
 
1.5 
 
0.0 
We are satisfied with public transport links to 
our centre  
 
26.3 
 
53.1 
 
5.7 
 
11.1 
 
3.8 
 
Three-quarters of centres (74.8 per cent) either agreed or strongly agreed that their building/ 
accommodation would meet their requirements over the next four years. That 14.5 per cent 
neither agreed nor disagreed is a reflection of the uncertainty organisations have regarding 
future business prospects, as indicated in Section 2.9. However, managers for more than in 1 in 
10 centres (10.7 per cent) disagreed or strongly disagreed. Again, there is no particular 
geographical pattern to these centres, nor is there any particular sectoral theme.  
 
Organisations were overwhelmingly positive in belief that should their requirements change 
then the market would be able to meet new demands. Almost four in ten (77.1 per cent) agreed 
or strongly agreed with the VWDWHPHQW$JDLQJLYHQIXWXUHXQFHUWDLQW\DQGPDQ\RUJDQLVDWLRQV¶
unwillingness to make predictions, 21.4 per cent they neither agreed nor disagreed. Perhaps the 
most notable response is that only 1.5 per cent of managers did not believe that the market 
would meet be able to meet their requirements should these change.  
 
Finally, organisations were asked to indicate agreement or disagreement with the statement, 
µ:HDUHVDWLVILHGZLWKSXEOLFWUDQVSRUWOLQNVWRRXUFHQWUH¶0DQDJHUVUHVSRQVLEOHIRUDOPRVW
in 10 centres (79.4 per cent) agreed or strongly agreed with this statement. In contrast, 
however, almost 15 per cent disagreed or strongly disagreed. Analysing their geography, it is 
unsurprising that ten of these centres were located in the Highlands and Islands. Many of the 
others were in rural areas (Aberdeenshire) or on the outskirts of towns, perhaps in business 
parks (in Lanarkshire for example). Where managers of city-based centres reported transport 
difficulties, these centres were exclusively in locations in the outskirts or suburbs of cities 
where public transport links were limited. This issue of inadequate public transport 
connections, albeit reported by a minority of organisations, has emerged in previous audits. 
Transport connectivity with out-of-town locations is an public policy issue in respect of 
developing BPO hubs such as Eurocentral at Mossend. One manager with a centre in the 
vicinity stated, 
 
Eurocentral requires a good link to local transport hubs. I believe that the area cannot 
reach its potential as many suitable candidates simply cannot get to the area. 
 
Respondents were also asked to volunteer reasons for their answers and 118 chose to do so. 
The majority provided commentary on their positive experience and expectation of 
accommodation. However, several amplified on the reasons why they had given negative 
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answers, particularly in relation to concerns over transportation. The first quote is a fairly 
typical comment made by managers centres in rural or remote locations.   
 
Some problems for staff living in more dispersed locations as public transport is 
limited. Staff on early shifts and late shifts have some difficulties. For example, some 
have to leave home at 5am for an 8am start. 
 
Some managers also provided insight into the difficulties encountered when there centre was 
situated in an out-of-town business park. In the case of this respondent the situation had not 
improved despite promises from the local authority and the persistence of their complaints.  
 
There are no bus routes close to our centre which gives us and our staff problems. 
Many have to catch taxis to and from work. Since we opened the local authority has 
promised us that transport links would be established, but nothing has materialised. We 
have raised the issue many times, but to no effect. 
 
Other respondents delivered a mixed message, being satisfied in some respects but dissatisfied 
with other aspects of their building and location. The following is a good example of a 
manager whose centre might be regarded as a city location but is located some distance from 
the transport hubs.  
 
The facility is excellent. Public transport links, however, could be better but this is 
because of the centre's specific location just outside of the city centre. It would have 
been preferable to have been in the city centre or in an out of town business park. It is 
not disastrous though. 
 
This open question did pick up a small number of additional responses that were concerned not 
with accommodation per se nor with the matter of transport links, but with broader 
infrastructural and connectivity issues. The manager of this centre in the Highlands reported on 
the fact that they might have to relocate their centre because of technological (i.e. bandwidth) 
limitations.  
 
Our current requirements will change over the next three years due to demand for 
increased technical support for our global client base. If our customer base continues to 
grow at the current rate we will probably have to relocate to an area where higher 
bandwidth can be achieved. The lack of ability to tie into the main data trunk lines 
means our bandwidth is now working at maximum. 
 
An additional question asked contact centre managers to indicate how they thought the 
situation could be improved in cases where they believed there were problems. Most of the 
responses related to the need for improved transportation with specific suggestions such as late 
night buses to cater for the 24/7 nature of the operations or changes to existing bus routes to 
ensure that they ran past centres. Other specific suggestions included an extension to the 
Glasgow underground and the building of a rail-metro link from Glasgow airport to the city 
centre. In some cases, managers wished to see local councils to intervene either directly in 
terms of providing transportation themselves or indirectly in persuading the bus companies to 
improve connections.  
 
Organisations overwhelmingly believed that their building or accommodation 
currently met their requirements for space. For those disagreeing the most 
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frequent problems were an old that was not fit for purpose or the fact that the 
headcount had grown. A large percentage thought that their building would meet 
their needs for space over the next four years, despite a minority disagreeing and 
many being unsure of their future headcount. Organisations were even more 
convinced that should demand for capacity increase, the market would be able to 
meet their requirements.  
 
While almost 8 in 10 respondents were satisfied with the public transport links to 
their centre, a significant minority (almost 15 per cent) reported difficulties. Most 
of these centres were in remote or rural areas, but a number were located in out-
of-town business parks or in relatively inaccessible outskirts of major cities. The 
most common recommendation was for improvements to bus routes and timings 
with the active intervention of local authorities to ensure that changes were 
implemented.  
 
2.22   Differing Channels of Customer Contact 
 
As in previous audits organisations were asked to provide figures for the volumes of business 
delivered through the various forms of customer contact. The purpose of this question was to 
achieve a greater understanding of the extent to which voice contact is being complemented by 
differing forms of customer interaction. It should be noted that since organisations only 
provided approximate figures of the volumes of business through each channel, the findings 
should be regarded as indicative rather than definitive.  
 
In total 246 organisations supplied data and their collated responses are presented in Table 21. 
The data from 2008 has been presented in rows beneath that for 2011 for purposes of 
comparison.  
 
Table 21: Approximate % business volumes by customer contact channel (2011 n=246; 2008 n=261) 
 
 
100% 
90-
<100% 
80-
<90% 
70-
<80% 
60-
<70% 
50-
<60% 
40-
<50% 
30-
<40% 
20-
<30% 
10-
<20% 
>0-
<10% 
 
0% 
Phone 
2011 
2008 
 
22.4 
18.8 
 
27.2 
35.2 
 
16.7 
14.2 
 
14.6 
8.8 
 
5.3 
6.1 
 
6.1 
7.7 
 
1.6 
1.5 
 
2.0 
5.0 
 
2.4 
2.7 
 
0.4 
0.0 
 
1.2 
0.0 
 
0.4 
0.0 
Email 
2011 
2008 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.8 
0.8 
 
0.4 
0.8 
 
0.8 
0.4 
 
2.0 
2.3 
 
2.0 
1.5 
 
4.9 
4.6 
 
7.7 
5.7 
 
15.0 
18.0 
 
33.3 
29.1 
 
33.7 
36.8 
Chat 
2011 
2008 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.8 
0.0 
 
0.0 
0.0 
 
1.2 
0.0 
 
0.8 
0.0 
 
2.4 
0.8 
 
10.2 
5.7 
 
84.5 
93.5 
IVR9 
2011 
2008 
 
0.0 
0.0 
 
0.4 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
1.2 
0.0 
 
1.6 
1.1 
 
2.0 
0.0 
 
1.6 
0.0 
 
0.8 
2.3 
 
3.2 
3.8 
 
10.2 
14.9 
 
78.9 
77.8 
Internet 
2011 
2008 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.4 
0.8 
 
0.0 
1.1 
 
1.2 
0.8 
 
2.0 
2.3 
 
4.1 
2.7 
 
9.8 
9.2 
 
16.3 
18.8 
 
62.2 
64.8 
Other 
2011 
2008 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
0.0 
 
0.0 
1.9 
 
0.8 
1.9 
 
2.0 
1.9 
 
1.2 
0.4 
 
2.4 
1.9 
 
6.1 
5.0 
 
8.1 
10.3 
 
79.3 
77.0 
 
                                                 
9
 Organisations pointed out that it was difficult to provide exact figures for IVR since it most often does not 
operate as a distinct channel of customer contact but is genuinely blended in with voice and indeed other forms.  
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It is hardly surprising that telephone voice contact remains easily the dominant mode of 
interaction with customers. What might be more surprising is the fact that the number of 
centres that report providing only voice services has actually increased from 18.8 per cent to 
22.4 per cent. Still, it should be emphasised that this 100 per cent voice contact is delivered by 
only a minority of centres. In overall terms there does seem to be some diminution in the 
proportion of voice to other forms of customer contact. Although there has been a significant 
shift towards the emergence of genuine contact centres which utilise a combination of channels 
to interact with the customer, the enduring importance of voice contact is patently obvious and, 
it can be suggested, the extent to which it was expected that voice would be supplemented (or 
even displaced) by other channels has not been fulfilled.  
 
Alongside the telephone are various forms of customer contact as indicated. The most common 
ancillary channel is email; around two-thirds of centres now report that they conduct some 
business by email and for most centres email now comprises an important complementary 
channel. The proportion of organisations saying that they do not use email has reduced since 
2008, from 36.8 per cent to 33.7 per cent.  
 
Next in terms of significance is the internet, which is used by more than one-third of 
organisations for business transactions to varying degrees. Again, there has been a marginal 
increase in the utilisation of the internet since 2008. Given expectations regarding the impact of 
the internet, which were first detected in the 2000 audit, it might be suggested that it has not yet 
developed as the channel of customer contact consistent with these expectations.  
 
However, web chat does appear to be emerging as a medium of customer contact; 14.5 per cent 
of centres now report its utilisation as compared to 6.5 per cent for 2008. Included within the 
µRWKHU¶ FDWHJRU\ DUHZKDWPLJKWEH UHJDUGHGDV PRUH FRQYHQWLRQDO IRUPVRI FRQWDFW ± paper 
mail and fax ± and text messaging, which is clearly on the increase.  
 
The findings confirm the transition from the first generation pure voice call centre 
to the multi-channel contact centre. Telephone services are increasingly combined 
with other forms of customer contact, notably email but also the internet and web 
chat. There has been marginal growth in blended delivery since 2008. 
 
However, the internet has not developed as a form of customer contact to the 
anticipated extent. While the use of non-voice forms of contact has undoubtedly 
expanded so too has voice business, providing additional confirmation of the 
argument contained in previous audits that the internet would not become a 
substitute for telephone services but would complement it as part of a general 
expansion of customer contact.  
 
2.23   The Growth of Automated Service Provision 
 
A related question asked respondents to consider the anticipated the growth of automated 
service provision, such as voice recognition and the web, over the next two years. Once again 
this was an open question and we have collated similar responses into groupings. Before 
examining these in more detail, it is helpful to use a more general categorisation based upon 
responses for 257 contact centres (Table 22).  
 
As can be seen, a large proportion of organisations report their intention to increase automated 
service provision. This growth is anticipated to occur in more than three-quarters of centres 
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(76.8 per cent). By contrast, only 21.2 per cent reported that they did not anticipate growth in 
automated provision.  
 
Table 22: Do you anticipate the growth of automated service provision?  
 
Number % 
Yes 199 76.8 
No 55 21.2 
Yes and No 2 0.8 
3RVVLEO\GRQ¶WNQRZ 3 1.2 
 
A small number stated that they were not sure and two gave the apparently contradictory 
DQVZHU µ\HV DQG QR¶ ,Q IDFW WKLV ODWWHU UHVSRQVH ZDV D UDWLRQDO GHOLEHUDWLRQ RQ SRVVLEOH
implementation  given acknowledged differences in the complexity of services provided. This 
statement by the HR Manager of a Glasgow financial services centre employing almost 2,000 
staff illustrated the distinction.  
 
Yes in the sense that in some areas it will be possible and even desirable but no in the 
sense that there are areas of complex customer interaction in which the customer will 
always want to speak to knowledgeable staff.  
 
A large number of organisations (187) provided examples of the forms of automation that they 
anticipated they would implement over the next two years. Clearly, the drive to increase the 
adoption of, and take-up by customers of, forms of self-service emerges as a major anticipated 
trend. Many times over, respondents indicated their desire to reduce the volume of telephone-
based services and increase the volume of on-line, internet based business. Where 
organisations gave reasons for this desired transition, the most common was the desire to 
reduce costs, essentially eliminating labour costs, by automating standardised and transactional 
YRLFH VHUYLFHV DQG WUDQVIRUPLQJ WKHP LQWR µVHOI-VHUYLFH¶ E\ FXVWRPHUV Many described how 
they were embarking on a channel shift. Some referred to the fact this had been their intention 
for some years but that it had not yet been implemented, an observation that is consistent with 
the findings presented in section 2.22 which demonstrated the enduring dominance of voice.  
 
It was also reported by some that while on-line provision had existed for some time, the take-
up by customers had been limited and that to drive larger volumes of business from this 
channel their organisation would have to consciously push customers in this direction. In other 
cases on-line, web-based and automated channels would require greater investment than 
hitherto in order to improve their functionality and to make them more user-friendly. In this 
sense, there had been a gap between intention and realisation that organisations were now 
determined to bridge.  However, the stated shift in this direction of automation is being driven 
by intensified competition within the sectors in which contact centres are embedded and the 
ongoing pursuit of aggressive cost reduction within the broader context of economic stringency 
and austerity. The adoption of self-service and automation as a response to economic crisis will 
be considered further in section 2.24.  
 
It is important to acknowledge that even organisations that were most enthusiastic for the 
adoption of self-service believed that voice would necessarily continue to play an important 
complementary role. Customers would always need queries answered and even the most 
sophisticated and user-friendly interface in the final analysis was not an interactive medium. 
Organisations reported how they were developing web chat windows and click to voice buttons 
so that customers could interact in real time with advisers whilst navigating web pages.   
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In addition to and complementary to this self-service, the other most commonly reported 
anticipated developments were web chat, SMS, social media and IVR. Only a small minority 
of organisations anticipated the adoption of voice recognition, fewer than had indicated so in 
2008. In order to provide insight into the intentions and motivations of organisations, a 
representative selection of responses is presented below in Box 1.  
 
Box 1: Anticipated growth of automated service provision 
µAt present we are investing in the digital sector of our business with a view to growing the multi-channel 
aspect¶(Finance sector ± banking) 
µ$WWKHPRPHQWRXURSHUDWLRQLVEDVHGXSRQYRLFHVXSSRUWLQJFXVWRPHUXVHRIWKHLQWHUQHW7KHSURSRUWLRQ
of internet based transactions vis-à-vis voice is set to grow. (Finance sector ± banking) 
µ%\UHIHUULQJFOLHQWVWRRXURQOLQHV\VWHPVWKH\VKRXOGEHDEOHWRDQVZHUWKHLURZQHQTXLULHVDQGIUHHXS
WKHFRQWDFWFHQWUHRSHUDWLRQV¶(Specialised finance services) 
µ'HILQLWHO\PRYHVWRVHOI-service. It is perhaps surprising how little progress there has been made to date 
JLYHQWKHK\SHVXUURXQGLQJDXWRPDWLRQ¶(Outsourced financial services provider) 
µ([SDQVLRQ RI RQ-line self-service and application with decision making facilities as well as growth of 
PRELOHDSSVDQGIXUWKHUDGYDQFHVLQPRELOHEDQNLQJDQGFKDWKHOSIDFLOLWLHV¶(Finance sector ± banking) 
µIncreased use of text messages, email, IVM. Social media and web chat to communicate with customers. 
Mainly service reasons but some upselling¶. (Utilities sector) 
µ,t's inevitable. Automation will be introduced by many to improve response and to reduce costs. 
(Outsourcer) 
µOur aim is to channel shift various services that we currently provide to automated telephone services, 
online self-service and online integration with our back office systems¶. (Local authority) 
µSelf-service is being driven by the company. It is interesting that 80% of new business comes through the 
internet from price comparison sites, but then the customers are still serviced by telephone¶. (Finance 
sector, insurance) 
µSpeech recognition IVR directing customers to the right agent. Constantly looking to improve customer 
journey through automation or web¶(Travel and holidays sector) 
µUse of social media to respond to queries allowing contact centre companies to offer full 'contact' mix 
will be increasingly important. Web and mobile technologies will facilitate this increased change of pace¶. 
(Outsourcer) 
µWe are actively engaging with our customers about implementing automation and forms of web based 
support. It is the case that we are leading them in undertaking these initiatives, rather than them coming to 
us¶. (Facilities management) 
µWe are certainly looking at introducing self-service in order to reduce costs. Previously we did use 
internet based sales but we stopped it because it was not that successful and voice was needed to make 
sales effective¶. (Telecommunications) 
µ:H DUH ORRNLQJ WR FKDQQHO FXVWRPHUV WRZDUGV VHOI-service as an exercise in cost reduction although 
KRSHIXOO\QRWDWWKHFRVWRIORVVRIFXVWRPHUVHUYLFH¶(Telecommunications) 
µ:HDUHQRWVHHLQJWKHDGRSWLRQRIDXWRPDWHGWHFKQRORJLHVWRWKHH[WHQWWKDWPLJKWEHDQWLFLSDWHGDVWKH
public still want to make contact by phone, perhaps because it is an emergency service, even though theirs 
might not be an emergency call. As a lot of the calls we are getting are switchboard calls we are 
introducing voice recognition technology which is very sophisticated. Our investment in this area will take 
RXWWKHPRVWWUDQVDFWLRQDOFDOOV¶(Emergency services) 
µ:H FDQ RQO\ DXWRPDWH WR D YHU\ OLPLWHG H[WHQW 7KH QDWXUH RI RXU RSHUDWLRQ LV GHDOLQJ ZLWK LQERXQG
written or email complaints and then communicating directly with customers in response. So we can 
automate certain processes such as acknowledgements but responding to complaints depends on 
LQWHUDFWLRQZLWKFXVWRPHUVZKLFKFDQQRWEHDXWRPDWHG¶ (Telecommunications) 
µ:HKDYH ODXQFKHGDQDSSZKLFKFXVWRPHUFDQGRZQORDGRQWR WKHLU3&Gesktop. This allows people to 
upgrade/downgrade channels easily without needing to phone up. Also, the application will develop with 
WLPHWRDOORZDOPRVWDQ\WUDQVDFWLRQWREHGRQHHDVLO\ZLWKRXWFRQWDFWLQJXV¶(Media/entertainment) 
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As can be seen the intention to increase automation and self-service is being expressed by 
organisations across the spectrum of industrial sectors. Nevertheless, financial services 
organisations are prominent amongst those companies embarking upon automated service 
provision. As noted, financial service companies were key to the wider diffusion of the call 
centre model throughout the economy (Taylor and Bain, 2007), were central to the first wave 
of offshoring and now appear to be amongst the frontrunners of implementing automation. 
Nevertheless, to repeat, the sectoral spread is diverse and is notable also amongst the 
outsourcers for whom investment in automated platforms has been identified as a key initiative 
in offering to clients a cost-effective service.  
 
The anticipated trend to automating the most transactional standardised calls is evident from 
these quotes, but so too are insights into some of the constraints upon and limitations of self-
service. A number of organisations did acknowledge that the quality of customer contact may 
be undermined through automation and, for this reason, it is extremely important to ensure that 
the live interaction with advisers is still readily accessible for customers.  
 
The evidence from these quotes and from elsewhere confirms that automation is related to the 
segmentation of customers and processes. In other words, automation in its various aspects is 
seen as a transactional tool enabling large scale standardised processes to be taken out whilst 
ostensibly freeing up agents to undertake more complex and value adding customer service or 
sales activities. 
 
A related question asked managers to indicate whether and in what ways the introduction of 
automation and new technologies would impact on training requirements. Of the 174 
respondents, 72 (41.4 per cent) stated that there would be no impact. Of the remainder, the 
FRPPRQHVWUHVSRQVHZDVWKDWDXWRPDWLRQZRXOGµWDNHRXW¶WKHPRVWWUDQVDFWLRQDOFDOOVOHDGLQJ
to the requirement to upskill the voice services that remained. The following quotes give some 
of the flavour of these responses. 
 
An increase in the levels of work and self-help applications mean that the issues we 
handle on calls are generally more complex and require more tools to resolve. 
(Telecommunications) 
 
Do not see an impact on our call centre but as customers use automated channels for 
more transactional enquiries we will deal with more complex enquiries and relationship 
management. (Financial services, banking) 
 
Increased sales knowledge and skills - training will be applicable to business needs. 
Also a growth in technical skills with increased usage of data and smart phones. 
(Telecommunications) 
 
Multi-tasking in telephony, web, email, social media and instant messaging will be core 
in the future of custRPHUVHUYLFHDJHQWV¶UHSHUWRLUHRIVNLOOVDQGIXWXUHWUDLQLQJ(Third-
party outsourcer) 
 
For some organisations, it was not leading only to the need to up-skill or multi-skill. To the 
extent that there was going to be a shift towards away from non-voice services, new skill 
demands might emerge.Increased call complexity would also involve expanded product 
knowledge, technical capabilities and/or a greater need for relational communication skills (e.g. 
listening, empathy, emotional intelligence). 
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Greater emphasis on customer service skills via non-voice and improving the written 
skills of agents more used to providing information via voice. (Travel holidays sector) 
 
A sizable number of organisations reported that their in-house training facilities and 
programmes were sufficiently successful and responsive so as to be able to cope with changing 
demands. For some, there was confidence that skilled agents would be able adapt to the new 
demands being placed upon them. 
 
With emerging technology we find our people are already au fait with the technology and use 
them already so experience, adaptation and capbility with emerging technology is simplified.  
 
Continued focus on delivering differentiated and exceptional customer experience 
remains paramount. Technology must continue to protect the customer from fraudulent 
DVSHFWVDQGHTXDOO\SURWHFWWKHFXVWRPHUV¶LGHQWLW\(Financial services, banking) 
 
A final theme worth commenting upon is the frequent comment that irrespective of whatever 
new skills are required, the core skill set of good customer service would remain fundamental 
to the operation of the contact centre. Further, as some observed, contact centres were in a good 
position in respect of the availability of these skills given the current state of the labour market.  
 
More than three-quarters (76.8 per cent) of centres expected growth in automated 
service provision over the next two years. By contrast, only 21.2 per cent did not. 
The adoption of internet based, customer self-service is the major anticipated 
trend, discernible across all sectors but especially financial services, given 
RUJDQLVDWLRQV¶GHVLUHWRUHGXFHWKHYROXPHRIH[FOXVLYHO\ telephone-based services. 
This channel shift is driven by the imperative of cost reduction, facilitated by 
µWDNLQJRXW¶DQGVXEMHFWLQJWRDXWRPDWLRQWKHPRVWVWDQGDUGLVHGDQGWUDQVDFWLRQDO
of calls.   
 
Even organisations embracing the adoption of self-service believed that voice 
would continue to play a significant complement to automation. Other anticipated 
developments were web chat, SMS, social media and IVR. However, despite some 
enthusiasm by a small minority of managers for the introduction of voice 
recognition, fewer managers than in 2008 expected its adoption.   
 
Many organisations believed that automation would leads to training challenges in 
relation to the up-skilling and multi-tasking that would result from the greater 
complexity of voice contact, once the most transactional and standardised calls 
KDG EHHQ µWDNHQ RXW¶. At the same time, several managers commented that non-
voice customer interaction would lead to new demands, such as writing skills.  
 
2.24 Impact of Economic Crisis 
 
As has been emphasised a central objective of this study has been to understand the dynamics 
of the Scottish contact centre sector in the aftermath of the financial crisis of 2008 and 
subsequent economic recession and stagnation. While the quantitative data on employment 
levels and their disaggregation by sector, location and so on provides an empirical basis for 
measuring the change in the sector since the last audit in 2008, the survey included an open, 
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evaluative question to enable organisations to provide evaluative insight on the nature of the 
changes.  
 
7KHVSHFLILFTXHVWLRQDVNHGZDVµHow have the financial crisis and recession impacted upon 
your contact centre operations (e.g. call volumes, headcount, introduction of lean working, 
SHUIRUPDQFHPDQDJHPHQWHWF"¶ The latter part of the question underscores its open nature. The 
LQWHQWLRQ ZDV WR HOLFLW UHVSRQVHV RQ DOO DVSHFWV RI WKH FRQWDFW FHQWUH¶V RSHUDWLRQV LQFOXGLQJ
volumes of customer demand and business, staffing levels and, finally, on aspects of work 
organisation and HR management.  
 
Given the nature of the question and the fact that an answer could include more than one 
aspect, perhaps even relating different aspects, the responses have not been accorded 
percentage values, although they have been disaggregated to give some sense of frequency. 
The results presented in Table 23 should be regarded as indicative, rather than numerically or 
statistically definitive. 
 
Table 23: Impact of Financial Crisis and Recession 
 Number of 
Responses 
Lean/operational excellence/efficiency drive/doing more with less 65 
Increase in business/call volumes/headcount 61 
Decline in business/call volumes/headcount 51 
No impact 43 
Introduction/increase in Performance Management 28 
Budget cuts 15 
Headcount reduced then increased 14 
Headcount static 13 
Automation 9 
Attrition reduced 4 
Increase in temps 4 
Attracted new clients 4 
Offshoring 3 
Increase in multi-skilling/job rotation 3 
Other 20 
 
In analysing the most frequently reported impact of the recession, related characteristics have 
been aggregated. These are the introduction or intensification of lean working, operational 
H[FHOOHQFH RUJDQLVDWLRQDO GULYHV WR HIILFLHQF\ DQG DV VHYHUDO UHVSRQGHQWV LQGLFDWHV µGRLQJ
PRUHZLWKOHVV¶ 
 
Arguably, lean and this drive for efficiencies are nothing new. The essential character or 
purpose of call or contact centre, is that it is a lean operation, conceived and introduced as a 
cost-efficient mechanism for delivering customer interaction (Ellis and Taylor, 2006), depicted 
by some academics as the mass-customised bureaucracy (Korczynski, 2002). Equally true is 
the fact that intensified economic competition, mostly at sectoral level, from the late-1990s 
brought increased targets and the introduction of efficiency generating software (DTI, 2004; 
Taylor and Bain, 2007). However, it seems clear from the evidence here that the recession has 
generated a step-change in the implementation of lean mechanisms. Such an acceleration of 
lean has generated an intensification of effort, albeit that this trend was evident in the years 
preceding the recession (Green, 2006; McGovern et al, 2007). 
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Where the volume had remained at a similar level, it meant using fewer agents. Where volumes 
had increased, managers reported using similar number or sometimes even fewer agents that 
previously. This recalibration of staff to work volume is the outcome in terms of labour 
XWLOLVDWLRQRIµGRLQJPRUHZLWKOHVV¶ 
 
These labour utilisation strategies have been related in many cases to the introduction or 
extension of Performance Management policies and practice. As many as 28 respondents 
reported this response to the crisis. It is closely related to the introduction of lean and to the 
drive for operational efficiencies and perhaps should be regarded as the human resource 
management parallel to changes in work organisation and job design.  
 
2UJDQLVDWLRQ¶VUHVSRQVHVindicate mixed responses to the crisis in respect of the overall volume 
of business, headcount and call volumes. Somewhat more (61) reported that these had 
increased than those reporting that they had decreased (51). A further 43 respondents stated 
that there had been no impact, with 13 stating that headcount had remained static. Fourteen 
organisations reported that the headcount had at first reduced immediately after the crisis hit 
and in the months of recession but that there had been a subsequent revival in business.  
 
Fifteen organisations report µEXGJHWFXWV¶DVDQLPpact of the crisis, mostly in the public sector. 
It might be expected that this total would have been higher. As noted above, many budget cuts 
and austerity measures are still in the early stages of being implemented so, at the time of the 
audit, the implications for many public sector contact centres had yet to be fully felt.  
  
It is possible to see a number of less frequently reported impacts. Although less common they 
may nevertheless be of great importance for the specific organisations reporting them. 
Confirming the evidence above 9 organisations reported that a main impact of crisis had been 
the implementation of automation. A small number (4) indicate that labour attrition had fallen.  
 
While, as we have seen, there has been an overall reduction in the use of temporary workers, 
for some organisations increasing the use of temps has been an appropriate response to the 
crisis. Four outsourcers indicated that crisis and recession had the effect of attracting new 
clients as companies providing in-house services looked to reduce costs through 
externalisation. The extent and experience of offshoring will be discussed fully below. It is 
sufficient at this point to note that three respondents suggested that they had offshored services 
as a response to the need to cut costs that has been intensified by the recession.  
 
Complementing the quasi-quantitative results presented in Table 23, are insights derived from 
the comments made by respondents (Box 2), which illustrate these findings.  
 
%R[0DQDJHUV¶&RPPHQWVRQ,PSDFWRI&ULVLVDQG5HFHVVLRQRQ&RQWDFW&HQWUH2SHUDWLRQV 
µ LQFUHDVH Ln volumes while head count reduced so operations excellenec/lean/six sigma and 
PDQDJHPHQWWUDLQLQJDOODNH\IRFXV¶(Financial services, insurance) 
µZDVDGLIILFXOW\HDUEXWZHKDYHVHHQVXEVWDQWLDOJURZWKLQZLWKFRUUHVSRQGLQJKHDGFRXQW
DGGLWLRQVWRGHDOZLWKWKHLQFUHDVHLQFDOOYROXPHV¶(Private health care) 
µ$OO WKRVH UHGXFHG FDOO YROXPHV KHDGFRXQW OHDQ ZRUNLQJ SHUIRUPDQFH PDQDJHPHnt). Taking on 
more services and have regular lean review of services. Doing more with less but also centre 
expanding because of reduction elsewhere as part of ongoing efficiency-savings.(Local authority) 
µ$VDEXVLQHVVZHDUHRQHRIWKHIHZLQWKHRXWVRurced sector to have remained in profit throughout 
the recession. When I joined in 2009, we recruited 1000 people. We have gained new clients because 
of the recession as they have tried to reduce costs but they have come to us because of our reputation 
and the excellent service that we provide. (Third-party outsourcer) 
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µ%LJJHVW LPSDFW KDV EHHQ D VORZGRZQ LQ WKH YROXPH DQG YDOXH RI SHUVRQDO ORDQ UHTXHVWV IURP
customers and an upload in the value of loan consolidation. Our mortgage area has continued to 
flourish and we have expanded our small business proposition in the market place. Our business has 
long adopted a process of continuous improvement through Kaizen and Lean Sigma prior to the 
change in financial markets and this process has continued. (Financial services) 
µ&DOO YROXPHV KDYH EHHQ LPSDFWHG E\ WKH UHFHVVLRQ DQG E\ HYHQWV LQ (J\SW /LE\D 7XQLVLD¶
(Travel/holidays) 
µCall volumes have increased as a consequence of unemployment, income reductions and people 
checking entitlement¶. (Central government agency) 
µCall volumes have increased as higher demand for local government services (Benefits, Rented 
accommodation) and an inability to replace vacancies has resulted in lower staff numbers.  This 
second issue has now been resolved and recruitment is underway to ensure staff numbers match 
customer demands¶. (Local authority) 
µClearly the impact climate has driven BT to implement efficiencies and headcount reduction. These 
have been as much the result of good businesVSUDFWLFHDVWKHLPSDFWRIWKHUHFHVVLRQ¶(Telecoms) 
µHard to gauge. We continue to experience growth year on year, but many of our competitors are 
experiencing a lot of difficulties. We are currently trying to cap costs (mainly our fixed costs) and 
streamline our operations, but this has more to do with adapting and improving our business model. 
Also, the nature of our work is changing (projects are getting more complex, more global), and this 
too is confusing the picture¶.  
 
µGenerally clients are wanting to pay less for their projects, but this could be in reaction to research 
agencies being more competitive in a crowded marketplace and the rise in overseas low-wage BPOs, 
rather than to the recession itself. In summary I would say that whatever impact is of the recesion on 
our business, we would not be able to cope with more work anyway, and whilst there is a downward 
pressure on costs it is not necessarily attributable to the recession but more due to the prevailing cost 
conditions in the BPO market (to which we are relatively new entrants)¶ (Market research) 
µHeadcount has been reduced mainly at management levels. Performance Management frameworks 
have been pushed hard to achieve a better figure on first contact resolution. Streamlining of processes 
has also helped this¶.(Emergency service) 
µ+eadcount during the recession has actually increased with the associated increase operational 
support functions. Call volumes have also increased due to securing new clients and extending 
organically our current client base¶(Third-party outsourcer) 
µIn terms of lost jobs there has been no impact. Since December 2010 we have taken on people. 
Agency people feel more exposed to the effects of the recession. BT employees have received twice 
yearly pay increases but Manpower staff have not had the same pay increases.  
 
Call volumes have increased. We have also driven efficiencies over the past period although this has 
been an unfolding and ongoing transition rather than being precipitated solely by the recession. There 
has been a move towards lean but lean has always been an important element in our contact centre 
proposition¶. (Telecommunications) 
µLean working and stoppage of any recruitment activity. Also an increased focus on correct 
performance management so we are not wasting salary and time on employees who do not wish to 
perform and be employed by us as well as ensuring our customers to get the service they deserve¶. 
(Telecoms) 
µLike many organisations, we have had to introduce lean working practices and ensure that we reduce 
costs. Although we pride ourselves on delivering for our clients, this has become even more important 
as there is more competition¶.(Third-party outsourcer) 
µOur company has introduced a Continuous Improvement Program using Lean, Six Sigma and 
Kaizen¶. (Business services) 
µThe crisis has had a huge effect. There were two significant redundancy programmes which saw jobs 
exported to Bangalore. In the main, these were the lower complexity roles. However, we have been 
able to become mult-faceted in Glasgow to keep some of the customer facing roles but also to develop 
high-quality roles in professional support services and development roles¶.(Computing/IT) 
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µThe financial crisis has meant that we have been pushed heavily to reduce costs. At the moment we 
are looking at automation, why customers call and general enquiries. The call volumes in our centres 
have not dropped. Performance Management is in place and there is more focus on what good 
performance looks like and the balance between quantity and quality that can be found in a balanced 
scorecard¶. (Telecommunications) 
µThe positive announcements made by our organisation indicate that we have not been negatively 
affected. As an organisation we received no government bailout, weathered the storm and have 
expanded in certain areas¶.(Financial services) 
µThree ways.1) Lost employees due to offshoring to Noida. 2) Xmas 2009 a lot of work went into 
streamlining processing. Lots of functions went through departments irrelevantly, passing through too 
many hands. Lean working. 3) They went to a paperless office which saved money by reducing 
printing buit could not go 100%.¶(Financial services, insurance) 
µWe have doubled the workload but staffing levels now the same as 2008. Call volumes have 
increased dramatically - especially with recent weather-related calls - and staff get de-motivated 
because of the increase in abandoned calls and feel that it is their fault when in reality no-one could 
deal with that type of increase in call volume¶(Local authority) 
 
A central objective has been to understand contact centre developments in the 
wake of financial crisis and economic recession. While quantitative data on overall 
employment levels and disaggregation by sector and specific location does provide 
an empirical basis for measuring change since 2008, the audit solicited evaluations 
of these changes from managers based upon their responses to an open question.  
 
The most frequently reported responses relate to the introduction or growth of 
lean working, of operational excellence initiative and of drives for efficiency. 
Given the essential purpose of the contact centre to be a lean operation delivering 
cost-efficient customer service, it might be argued that the application of lean 
methods is nothing new. The audit evidence demonstrates, however, that the 
recession has generated a step-change in lean, in terms of both the breadth and 
depth of its implementation.  
 
Where call volumes have remained at similar levels, fewer agents are used. Where 
volumes have increased similar or even fewer agents are employed. This 
recalibration of staff numbers to levels of demand is the principal labour 
utilisation outcome described by many DV µGRLQJ PRUH ZLWK OHVV¶ Such labour 
utilisation strategies are often related to the introduction or extension of tighter 
Performance Management policies and practices which contribute to an 
intensification of work.    
 
Responses were mixed in terms of the overall volumes of business and headcount. 
Somewhat more described increases than decreases, while fewer numbers 
reported no impact and that headcount had remained static. Others reported 
fluctuating demand, a common pattern being headcount reductions immediately 
after the crisis followed by subsequent recovery and some revival in business, 
KRZHYHU PRGHVW 8QVXUSULVLQJO\ SXEOLF VHFWRU RUJDQLVDWLRQV UHSRUWHG µEXGJHW
FXWV¶EXWmany austerity measures had yet to be implemented at the time of the 
audit, so the implications for contact centres had yet to be fully experienced.  
  
Specific companies reported that the recession had precipitated moves toward 
automation, had reduced labour attrition, had caused an increase in temporary 
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workers (despite overall reduction) as varied responses to, and impacts of,  the 
crisis.  
 
2.25 Outsourcing to a Domestic Services Provider 
 
Organisations responsible for 37 contact centres of the 241 who provided data (excluding of 
course outsourced centres) reported that they outsourced some of their services to a domestic 
provider. Prominent amongst these were companies in the financial services, utilities and 
telecommunications companies but the use of outsourcers extends to all industrial sectors.  
 
Perhaps the most important observation that can be made is of the relationship between the use 
of domestic outsourcing and the size of in-house contact centres. These 35 centres employ 
20,496 in total, a mean workforce size for each centre of 585 employees, compared to the mean 
of a contact centre in Scotland of 232 employees. It is not size per se that is the important 
factor that influences decisions to outsource, but the fact that larger contact centres by 
definition have higher volume callflows which may be more standardised and transactional. As 
in 2008 several respondents suggested in comments that some of these callflows are perceived 
to be more capable of being outsourced since they carry less risk.  
 
In addition to the dominant motive of cost reduction, there are several additional and 
complementary reasons given for domestic outsourcing. Notable amongst them is the 
requirement to deal with peaks or overflows in call volumes, reflecting seasonal or other spikes 
in customer demand. Outsourcers provide a facility for ramping-up and contracting supply 
without having to expand headcount or employ temps. Therefore, outsourcers provide 
organisations operating in-house contact centres with opportunities for externalising their 
labour flexibility. These objectives cannot be separated from the more fundamental dynamic of 
cost reduction since the use of outsourcers enables organisations to access solutions at lower 
cost than if they were provided in-house.  
 
One final observation should be made. In 2008 the evidence of HPSOR\HUV¶LQWHQWLRQVsuggested 
that companies operating in-house centres would in all likelihood increasingly use domestic 
outsourcers. Nevertheless, several organisations did indicate that they would only be willing to 
use outsourcers only if they were convinced that service quality would not suffer. Thus, 
whatever cost advantages could be obtained through outsourcing could be negated by the 
perceived negative impact on service quality and damage to brand. In fact, the evidence from 
2011 does not confirm that organisations in overall terms have increased their use of 
outsourcing as a response to the crisis. Related to the findings above, it seems that cost 
reduction through driving efficiencies within existing in-house operations has been a preferred 
response by many organisations.  
 
Thirty-seven organisations out of a total of 241 in-house organisations report that 
they externalise some of their contact centre services to a domestic, third-party 
provider. Prominent amongst these are companies in financial services, telecoms 
and broadcasting and the media, but includes companies in all industries. There 
has been some growth in the use of outsourcers by public sector organisations.  
 
Companies that engage in domestic outsourcing operate some of the largest 
contact centres, indicating that it is often the most standardised, transactional and 
low value callfows that have been contracted out. Allied to cost reduction, which is 
the dominant driver, organisations outsource in order to deal with peaks or 
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overflows in call volumes, ramping up capacity without having to increase the 
directly employed headcount. In sum, outsourcers provide opportunities to 
externalise labour flexibility.  
 
Expectations made in 2008, based on respondents declared intentions, that a 
significant increase in domestic outsourcing would occur as a result of the need to 
cut costs in unfavourable economic conditions have not been realised. It seems that 
organisations have preferred to drive through efficiencies in their existing in-house 
operations than to externalise services, as this course of action runs the risk of 
exposing customer service to potential impacts on the quality of customer service.   
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Section 3 Offshoring 
 
3.1 Offshoring to India or Other Overseas Locations  
 
The 2011 builds upon an established body of research into scale and nature of contact centre 
RIIVKRULQJ DQG LWV FRQVHTXHQFHV IRU 6FRWODQG¶V 7D\ORU  7D\ORU DQG $QGHUVRQ 
Taylor and Bain, 2003; 2006) 
 
In 2011, thirty-two organisations, responsible for 63 contact centre sites in Scotland, reported 
that they currently engage in the offshoring. Of these 32 companies, 8 are in the financial 
services sector, 5 in telecoms, 8 were third-party suppliers (either UK based companies) or 
multinational service providers. The remainder were to be found in diverse industries. This 
total of 32 represents some decrease on that of 2008, when 37 organisations with Scottish 
contact centres reported that they were currently using remote locations to service domestic 
customers.  
 
Perhaps the most significant finding of all is that the overwhelming majority of companies do 
not offshore services to India or other overseas locations. In passing, it should be noted that an 
additional seven organisations reported that they had previously offshored voice services but 
no longer did so. Of these, five were financial services companies. During the data gathering 
period, a prominent organisation made announced publicly that they were repatriating (or re-
shoring) contact centre services from India. Ana Botin, Head of Santander for the UK stated.  
 
This is what our customers have told us is the most important factor in terms of 
customer with the bank and we have listened to them and decided to bring all our retail 
call centres back from India. http://ww.bbc.co.uk/news/business1403889   
 
During the research period, a number of additional organisations reported that they were in the 
process of moving VRPHRUDOORIWKHLUµYRLFH¶work back to the UK on the grounds of customer 
resistance to offshoring. In the interests of confidentiality, the identity of those organisations 
cannot be revealed in this report. At the same time it is important to emphasise that these 
findings relate to voice services only. Many of the organisations that do not offshore contact 
centre services or are re-shoring them indicated that they had relocated IT/software 
development and, in fewer cases, various back office activities.  
 
A further aspect of the profile of the offshoring companies requires comment, namely the role 
played by companies that with global operations. As many as eleven of the companies with 
contact centre facilities in Scotland and which deliver services from overseas are not UK or 
Scottish-based organisations but operate as global companies with sites in multiple 
geographies. The locational decisions taken by these companies and the potential impact on 
HPSOR\PHQWOHYHOVPLJKWKDYHDGLIIHUHQWG\QDPLFIURPWKRVHµLQGLJHQRXV¶ companies seeking 
to offshore. These are companies operating genuinely and fully within the global service 
delivery paradigm.  
 
Several examples can be given. Teleperformance is perhaps the largest global call centre 
company, operating 255 centres in 49 countries (http://www.teleperformance.com/en.aspx) 
with 6,000 employees across 12 UK sites. In 2010, it acquired the Scottish provider, beCogent 
(http://www.callcentrehelper.com/teleperformance-acquires-becogent-12318.htm) and its four 
sites which employ 3,000. The fact that it has operations in a number of low-cost remote 
destinations does not mean that will be any shift of jobs from Scotland. It has acquired a 
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presence in Scotland as part of its global footprint remit, offering onshore and nearshore to 
clients. Scotland is part of its broader suite of offerings.   
 
Equally significant are the global service provider companies, such IBM, Sykes and Teletech 
that all have facilities in Scotland and which also operate as generalist service providers. At the 
same time, the possibility cannot be discounted that there are cases where these global service 
providers have sought and may seek to increase the volume of calls handled from overseas 
which may impact upon Scottish operations. Dell provides an example of such a circumstance. 
'HOO¶VRSHUDWLRQVZHUHHVWDEOLVKHGLQ6FRWODQGLQRQFHDJDLQLQSXUVXLWRIJOREDOVHUYLFH
delivery within its in-house network. In 2009 it did lose 200-300 relatively transaction roles to 
its overseas centres, although this loss has been compensated for in the form of the inflow of 
more complex, upskilled jobs.  
 
As noted in previous surveys, for some companies that have overseas operations, offshoring 
may affect only a part of their activities, a division or business stream. Thus, we cannot 
extrapolate the fact of offshoring in one part of the organisation to the company as a whole. It 
does not follow that because a company replied in the affirmative to the question whether it 
offshored, that organisation-wide implications follow from this.  
 
In 2011, 32 companies with contact centres reported that they offshored contact 
centre services. It follows that the overwhelming majority of companies with 
contact centres do not offshore to India or other destinations. Seven organisations 
that had previously offshored services had now ceased to do so. Amongst those 
that offshored, companies in financial services were most common followed by 
telecoms and then third-party providers, both UK-based and multinational. As 
emphasised in previous audits, offshoring does not represent a commensurate 
µWKUHDW¶ WR 6FRWODQG¶V FRQWDFW FHQWUH HPSOR\PHQW In fact, since the last audit in 
2008 there has been a discernible trend to the repatriation ± or reshoring ± of 
voice services back to the UK and, within that, Scotland.  
 
This report confirms the trends predicted in 2003 and confirmed in 2008 that 
employment in the domestic industry would continue to expand despite many 
RUJDQLVDWLRQV¶RSSRUWXQLW\WRH[SDQGWKHLUUHPRWHSURYLVLRQFurther, we note the 
presence in Scotland of global service companies, which have a different 
offshoring dynamic to indigenous companies. The facilities situated in Scotland 
complement those in other geographies as part of a strategy of global service 
delivery.  
 
3.2 The Geographical Location of Offshored Services 
 
With respect to the geographical location of these operations, India remains the most important 
overseas location; 27 companies with overseas operations report that they have centres there. In 
2003, India was almost exclusively the only destination for offshored services and, by 2008, 
had continued to maintain this dominant presence. As in 2003 and 2008, the main Indian 
locations for these centres were Mumbai, Bangalore and the National Capital Region (NCR ± 
Delhi and its environs) and also Hyderabad. However, we also note since the growing number 
of Indian cites in which contact centre facilities are now located grown. These new locations 
include Chennai, Pune and Kolkota.  
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What we have also seen since 2003 and 2008 is an expanded range of destination used by 
offshoring companies. Second in significance is the Philippines, which was reported by 13 
companies as being home to remote facilities. The Philippines is an interesting case in that it 
has been established that it has outstripped India as a destination for contact centres services, 
although not for BPO more generally. While the PhiOLSSLQHVPRVWO\µIDFHV¶FXVWRPHUVLQ1RUWK
America for reasons of linguistic and cultural compatibility, it is clear that there has been a 
growth in organisations with contact centres in Scotland/UK migrating services to, or 
providing capacity from this location.  
 
Eastern European locations have also seen a modest increase; 6 companies report facilities in 
Hungary, 5 in Bulgaria and 4 each in the Czech Republic and Poland. South Africa is an 
interesting case in that in 2003 it represented the country that was likely to be nominated by 
companies as either the next destination or the one that they had considered as an alternative to 
India.  
 
are each cited by two organisations each. Two organisations each also report South Africa and 
the Philippines, the latter being the second most important offshore location after India. 
Apropos of our discussion of the presence of global service delivery providers, we note that 
twelve organisations report that operate in multiple geographies.  
 
India remains overwhelmingly the most important overseas destination for contact 
centre services; 27 of the 37 companies with overseas operations. The established 
locations of Mumbai, Bangalore, Delhi and its environs (NCR) and Hyderabad are 
still the most important centres but contact centres are now situated in many 
locations including Pune, Chennai and Kochi in an attempt to escape the labour 
shortages, rising costs and infrastructural strain of the so-called Tier 1 cities. Beyond 
India, the range of destinations has expanded considerably since 2003, with the 
Philippines, South Africa and Eastern Europe the most important.  
 
3.3   The Relationship Between Company and the Offshoring Provision  
 
As we have discussed in some detail a range of possible relationships exists between the 
UK/Scottish company undertaking offshoring and the nature of service provision in India and 
elsewhere. A recent academic study elaborates on the matrix of possible contractual 
relationships (Chakrabarty, 2006). At one extreme, there is the cluster of companies that have 
preferred to own and directly operate their overseas operations. These are effectively in-house 
RSHUDWLRQV DQG DUH NQRZQ DV µFDSWLYHV¶ $W WKH RWKHU H[WUHPH WKHUH DUH WKRVH 8.6FRWWLVK
companies that have outsourced to Indian third-party providers or to the global service 
companies that have facilities located in India and/or other overseas locations. Of course, both 
of these represent offshoring but in the latter case a more accurate term would be either 
offshore outsourcing or outsourced offshoring. At the same time we also noted that between 
these positions lies several positions that are neither strictly captive nor pure third-party 
arrangements. Companies have created joint ventures with Indian BPO organisations, 
developed Build-Operate-Transfer (B-O-T) models and other forms of partnerships.  
 
We have data from 36 organisations with offshored service provision. Of these, the most 
common relationship was of organisations having in-KRXVH RU µFDSWLYH¶ RSHUDWLRQV RYHUVHDV
This was cited by 19 respondents. In this category, we include both UK/Scottish companies 
and global service providers which own and control their operations in India since the last 
survey. Ten organisations reported that they used third-party provider and three that they 
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engaged in forms of partnership or joint ventures. Finally one company reported that having 
been involved in a B-O-T arrangement they had a captive operation in India. One additional 
company had moved from a captive to a third-party. Finally, there was one case of a company 
both operating an in-house facility and using an outsourcer and another case of a company 
combining in-house operations with a joint venture.  
 
A range of possible relationships exists between the offshoring organisations and the 
overseas service supplier. At one pole is the cluster of companies which own and 
directly control their operations, known as captives. At the other pole, are those 
UK/Scottish companies that have offshored and outsourced to third-party providers. 
Between these are several differing relationships, including joint ventures, 
partnerships and Build-Operate-Transfer. In practice, captive relationships were the 
most common, followed by third-party outsourcing and then partnerships and JVs.  
 
3.4   The Nature of the Contact Centre Services Offshored  
 
The evidence from the two previous audits (Taylor and Anderson, 2008; Taylor and Bain, 
 GHPRQVWUDWHG WKDW WKH µYRLFH¶ VHUYLFHV RIIVKRUHG FRQVLVWHG PDLQO\ RI Vtandardised 
callflows (see also Taylor and Bain, 2006: 165-8). In financial services, this involved the full 
range of banking inbound inquiries and in insurance the first notification of claims, basic 
underwriting, policy renewals and so on. Where greater complexity was involved it was a 
matter of relative complexity, sometimes involving IT helpdesk activity, and most callflows 
were at the simplified end of the spectrum. Organisations had additionally reported that more 
complex calls, which challenged the competencies of Indian call-handlers, would often be re-
routed back to the UK. It was mass market services and not customised provision for higher 
valued customers that had been offshored. Thus, in understanding the nature of the contact 
centre services to have been offshored, it was necessary to grasp the strategic segmentation by 
of customer bases. 
 
The evidence from the 2011 audit confirms earlier observations that it is the most standardised 
and transactional services that have been offshored. Several themes emerge from the data, 
which was supplied by 29 of the 32 offshoring companies (Box 3).  
 
First, as we have acknowledged, back-office offshoring has been equally ± if not more ± 
important than the migration of voice services. Within this general trend several organisations 
reveal that their limited overseas contact centre provision is for internal customers and/or as a 
supplement to the back office.  
 
Second, the activity in financial services is quite similar to that reported in 2008. In banking, 
inbound customer service and the full spectrum of basic functions are commonly provided. In 
insurance, the tendency similarly is for standard mass market calls, whether in claims, sales or 
renewals. With limited exceptions, organisations are reporting callflows of low or low to 
medium complexity.  
 
Third, it is in telecoms that some of the most basic and standardised callflows are reported, 
across the full spectrum of activities including customer services, support, telesales, retentions 
and collections, the latter a common area of activity in India.  
 
Fourth, as a general observation, it is in the area of technical help-desk activity that the most 
complex callflows are likely to be found. While these calls frequently follow tightly prescribed 
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protocols and algorithmic structures, they nevertheless involve a greater degree of decision 
making and agent discretion than the routinised customer service callflows prevailing in 
financial services, telecoms and, as the summary indicators in Box 4 demonstrate, delivered by 
multinational service providers.  
 
Box 3: The types of voice services that have been offshored 
µA small amount of back office related voice¶. (UK telecoms/mobile telephony) 
µ$OO FOLHQW VHUYLFHV DUH LQERXQG ,7 2XWVRXUFLQJ 6HUYLFH 'HVNV,7 KHOS 'HVNV¶ (Multinational 
service provider) 
µ%DFNRIILFHFODLPV activity. Non customer facing, does include inbound and outbound calls with 
RWKHULQVXUHUVDQGFRPSDQLHV¶UK financial services company) 
µ%DQNLQJPDVVPDUNHWFUHGLWFDUG¶(UK financial services company) 
µVW	QGOLQHWHFKQLFDOVXSSRUWIRULQERXQGFDOOV¶(UK service provider) 
µ&XVWRPHUVHUYLFHDGPLQLVWUDWLRQZRUN¶(UK insurance company) 
µ([WHQVLRQRIRXURIILFHVGHDOLQJZLWK,7DQGWLFNHWLQJ¶(UK travel company) 
µ)XOOFRPSOH[LW\RIVHUYLFHVSURYLGHGLQFOXGLQJLQERXQGRXWERXQGWHFKQLFDOVXSSRrt, collections, 
VDOHVOHDGVHWF¶(Indian services provider) 
µ)XOO,7VXSSRUW[¶(US headquartered IT company) 
µ6WDQGDUGPDVVPDUNHWLnbound calls¶ (UK insurance company) 
µ,QERXQGFXVWRPHUVHUYLFH¶(Global financial services company) 
µ,QERXQGFXVWRPHUVHUYLFHDQGWHFKQLFDOVXSSRUW¶US headquartered global service provider) 
µ,QERXQGIDXOWFDOOVLQERXQGFXVWRPHUFDUHRXWERXQGWHOHVDOHV¶(UK telecoms company) 
µ,QERXQGILUVWOHYHOVXSSRUWFXVWRPHUVHUYLFHDQGIDXOWV¶(UK telecoms company) 
µ,QERXQG,7VWDQGQGOLQHVXSSRUW¶(Indian IT and BPO company) 
µ,QERXQGVDOHVDQGDGPLQLVWUDWLRQZRUN¶(US headquartered hospitality company) 
µ,QERXQGRXWERXQGDQGFXVWRPHUVHUYLFH¶(UK recruitment company) 
µ,QERXQGRXWERXQGFXVWRPHUVHUYLFHWech support, supply chain, patient and volunteer 
UHFUXLWPHQW¶(US headquartered pharmaceutical company) 
µ,QLWLDOO\ORZFRPSOH[LW\OHYHOZRUNZDVRIIVKRUHGLQFOXGLQJLQERXQGDQGFXVWRPHUVHUYLFH¶US 
global service deliver company) 
µ/RZOHYHOFDOO PDQDJHPHQW¶(US headquartered business systems company) 
µ/RZWRPHGLXPFRPSOH[LW\ERWKLQERXQGDQGRXWERXQGDQGEDFNRIILFHSURFHVVLQJ¶(UK 
insurance company) 
µ/RZYDOXHLQ-ERXQGFXVWRPHUVHUYLFHVDQVZHULQJPDLQO\ELOODQGSULFHSODQTXHULHV¶UK 
telecoms company) 
µ/RZHUFRVWPRUHWUDQVDFWLRQDOVHUYLFHV¶(US headquartered, computer company) 
µ0XPEDLDQG3XQHERWKGRDIXOORIIHULQJIURPFXVWRPHUVHUYLFHVWHFKQLFDOVXSSRUWWHOHVDOHV
UHWHQWLRQVFROOHFWLRQV¶(UK telecoms company) 
µ1RQ-customer facing work in terms of voice, but emails, SMS have been where the customer 
QHHGVWREHXSGDWHG¶8.WHOHFRPVFRPSDQ\ 
µ$OLPLWHGDPRXQWRIQRQ-FRPSOH[YRLFHZRUNKDVJRQHDEURDG¶8.WHOHFRPVFRPSDQ\ 
µ6XEVWDQWLDOO\EDFNRIILFHDQGOLPLWHGLQWHUQDOYRLFHZRUN¶(UK financial services company) 
µ7KHILUVWVWDJHVRIFUHGLWPDQDJHPHQWWKHEDVLFDVSHFWVRIELOOLQJ¶(UK telecoms company) 
µ9RLFHVHUYLFHVIRURXU,%ERRNORZYROXPHSROLFLHV¶(UK third-party offshorer with  financial 
services specialism) 
 
In summarising the evidence provided in this section, we note that there have been no major 
departures from the trends documented previously (Taylor and Bain, 2003; 2006; Taylor and 
Anderson, 2008). The dominant trend remains for companies to offshore some of the more 
standardised and transactional voice services, albeit that there has been some marginal increase 
in complexity. It is important to re-iterate our understanding of the process by which migration 
occurs. Typically companies rationalise, reorganise and re-engineer services in advance of, or 
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as part of decisions, to offshore. It might involve the slicing-off of services most likely to be 
offshored, which are the high-volume, standardised and least risk-laden processes. This is 
IUHTXHQWO\UHIHUUHGWRDVµOLIWDQGVKLIW¶ 
 
More commonly now the transfer overseas involves a continuous process of re-engineering 
prior to, during and following migration. Essentially, processes subject to relocation are 
recomposed or simplified so that they can more readily be transferred and any risk involved in 
their migration can be reduced. Fragmentation facilitates greater control over operations in the 
remote location and specifically over agents who are obliged to adhere to tight performance 
PHWULFVDQGSURWRFROV7KLVXQGHUO\LQJWHQGHQF\WRZKDWPLJKWEHWHUPHGµ7D\ORULVPWKURXJK
H[SRUW¶KHOSVH[SODLQZK\WKHEXONRIWKHVHUYLFHVWREHRIIVKRUHGUHPDLQVVWDQGDUGLVHG 
 
Finally, the 2011 evidence confirms a principal conclusion of previous studies, that a 
segmentation of voice services according to customer value and call complexity was 
increasingly taking place. Even amongst the keenest offshorers there has been a tendency to 
retain core competencies and higher value added services in the UK/Scotland.  
 
The 2011 audit confirms the findings of previous audits that offshoring involves some 
of the most standardised and transactional services, notwithstanding some marginal 
increase in complexity. This trend is evident in financial services where the full range 
of basic mass market functions are provided and in insurance where activities 
similarly are generally low or low-to-medium in terms of complexity. Telecoms 
demonstrates an even greater simplicity and standardisation. To the extent that 
callflows of higher complexity have been offshored, they often consist of technical/help 
desk activities. 
 
More commonly offshoring involves process re-engineering, simplification and re-
composition, prior to, during and/or following relocation in what might be termed 
µ7D\ORULVPWKURXJKH[SRUW¶7KHDXGLWFRQILUPVDsegmentation of voice services, by 
which more complex and value adding services are kept onshore while the most 
routinised are migrated. Multilingual services cannot be relocated to India and 
evidence suggests scalability problems elsewhere, including Eastern Europe.  
 
3.5   The Impact of Offshoring on Employment Levels in Scotland 
 
The offshoring of contact centre services from the UK and Scotland to India commenced in the 
autumn of 2002. Given that over the course of a decade the Scottish sector has grown from 
56,000 to 90,000 employees, ipso facto it can be deduced that offshoring has had no net overall 
effect on employment in the Scottish sector. One of the themes of this and previous audits is 
that the domestic industry has expanded at the same times as offshoring has grown in 
importance. As the addressable market for offshored contact centres and BPO has grown, we 
have witnessed the simultaneous, but uneven, expansion of the Scottish/UK and overseas 
markets. However, it cannot be inferred from the overall growth of the Scottish sector in the 
face of offshoring that no negative consequences for employment have occurred at the level of 
the firm.   
 
In the 2003 only two centres had experienced any significant reduction in headcount as a direct 
consequence of offshoring ,Q DGGLWLRQ ZKHQ ZH H[DPLQHG FRPSDQLHV¶ LQWHQWLRQV IRU
expanding their overseas operations, it did not follow that there would be a decline in Scottish 
employment. Offshoring thus did not mean a zero sum game. Indeed, many firms with UK-
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wide operations were choosing to maintain Scottish operations as key sites even when 
downsizing, job loss or closure was occurring in other parts of the UK. As evidenced in 2003, 
2006 and 2008, Scotland had benefited in overall terms IURP RUJDQLVDWLRQV¶ UK-wide 
restructuring, where Scottish sites had demonstrated their cost and quality attractiveness 
relative to other parts of the UK. The evidence from the 2011 audit confirms these trends.  
 
Thirty organisations provided data on the impact of offshoring on employment levels. Actual 
numbers were given by eight organisations. A UK media company cited the loss of 345 jobs, a  
UK third-party provider specialising in financial services reported that 300 jobs had been 
offshored, and a multinational service company reported that 200 jobs had been lost to India 
(out of a UK total of 400). The other organisation reporting a considerable impact on Scottish 
employment was a US-based captive computing firm, which stated that somewhere between 
200 and 300 jobs had been transferred to India to the detriment of employment in its Scottish 
contact centre. 6PDOOHU µORVW¶QXPEHUVZHUHUHSRUWHGE\D86EXVLQHVVV\VWHPVFRPSDQ\ (40 
jobs), a US pharmaceuticals company (35 jobs), a UK recruitment company (20 jobs) and a US 
biotechnology firm (10 jobs).  
 
Other companies reported some loss of jobs without specifying the number. These included a 
UK advertising firm, a UK telecoms ILUP WKDW KDG ORVW MREV µ \HDUV DJR¶ EXW QR more 
subsequently and another in the same sector reported similarly that numbers had been reduced 
µDZKLOHEDFN¶EXWµQRWUHFHQWO\¶7ZRILQDQFLDOVHFWRUFRPSDQLHVRQH8.-based and the other 
US-headquartered, reported lost jobs in the last two years without providing the detailed 
numbers. The UK company indicated that jobs were lost across the UK and those that were lost 
in Scotland had been on a pro-rata basis.  
 
Other companies reported an impact on employment levels across the UK as a whole, but that 
there had been no negative consequences for Scotland. A senior manager from a prominent 
financial services company stated, 
 
Arguably there was little impact on Glasgow directly as a result of offshoring because 
Glasgow was acknowledged under [the previous owner] and by the [new owner] as a 
strategic UK site. 
 
The majority of companies with contact centres in Scotland that have offshored voice services 
UHSRUWHG WKDW WKHUH KDG EHHQ µQR HIIHFW¶ RU µQRQH¶ LQ DQVZHU WR the question regarding the 
impact on employment levels. Eighteen companies gave these responses, including those 
which reported that their companies were undertaking µre-shoring¶ that might even lead to an 
increase in employment in Scotland. Two respondents articulated the positive employment 
benefits that could accrue to their companies as a consequence of global service delivery. 
 
These opportunities are FOLHQW GULYHQ DQG UHJDUGHG DV ³ULJKWVKRULQJ´ opportunities. 
Those clients who are serviced from the UK but do not contractually require a UK 
delivery serviFH FDQ EH PRYHG WR RQH RI RXU ³ULJKWVKRUH ³ORFDWLRQV DQG FUHDWH WKH
capacity within the UK centres for those that do contractually require UK delivery. 
(European business service provider) 
 
No jobs have been lost or transferred to India. Quite the contrary, [the company] sees 
the future of UK customer interaction not in India, Egypt or the Philippines but staying 
in the UK where the customer is served best. Quality (Customer Satisfaction) is 
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invariably higher in UK based centres rather than overseas. (Indian owned, domestic 
third-party provider) 
  
The growth of offshoring over the past decade has had no net negative impact to date 
RQ HPSOR\PHQW LQ 6FRWODQG¶s contact centres. Offshoring has expanded at the same 
time as the domestic industry has grown as the addressable market for contact centres 
and BPO has grown. Nevertheless, differential impacts at firm level are evident. Seven 
firms gave precise figures of the number of jobs lost as a result of offshoring, four 
reporting losses running into 100s of jobs but the other three reporting far fewer 
losses. Others intimated job losses without being specific as to the number.  
 
The most common response by offshoring organisations was to report no impact on 
Scottish employment. A minority actually emphasised the positive benefits that 
accrued to Scottish operations from the development of offshoring as a component 
part in global service delivery, notable the importance of the high quality of services 
delivered from the Scottish on-shore.     
 
3.6  The Impact of Offshoring on Scottish Contact Centre Operations 
 
In addition to asking about the impact on employment levels, a complementary question asked 
organisations to provide a more evaluative assessment on the impact on their Scottish 
operations. Of the 28 organisations to respond, 16 reported that there had been no impact. 
Twelve others provided summary comments which are displayed in Box 4.  
 
Box 4: The impact of offshoring on Scottish contact centre operations 
µDue to small scale to date, impact low. By reducing back office activity, this will have increased 
customer contact¶. (UK Financial services ± insurance) 
µIt has eased the pressure on the UK staff as backlog was reaching unmanageable levels¶. (UK 
Financial services ± insurance) 
µIt has enabled us to deal with the meaty stuff in Glasgow, spending more time on 1-to-1s with the 
customers who we want to spend 1-to-1 time with¶. (UK Telecoms)  
µIt has had no detrimental effect. A bigger threat is now posed by having Scottish jobs lost to other UK 
based providers¶. (Indian owned domestic outsourcer) 
µLoss of jobs later largely compensated by the growth of higher end roles, including higher quality 
customer support, premium lines where the customer pays¶. (US multinational computing firm) 
µReduced staff numbers but an increase in the complexity of the jobs on offer¶. (US Business systems) 
µThe job previously was called Customer Service and Policy Administrator. Admin tasks were 
offshored to India. Functions lost were more male dominated so WKH JHQGHU EDODQFH KDV FKDQJHG¶ 
(Global financial services company European centre) 
µThere has been no effect on call centre, customer facing jobs, but many were lost in the back office. 
These were bulk transactional roles which frequently required simple and repetitive tasks. Offshoring 
has been the first port of call for these back office jobs, while those jobs needing customer experience 
and empathy have been kept onshore¶. (UK third party company specialising in financial services) 
µThere was a modest impact but that has lessened although the employment levels are likely to increase 
as the voice jobs return from India¶. (UK telecoms) 
µUK staff relieved of basic tasks to concentrate on more complex underwriting¶. (UK financial services 
company ± insurance) 
µWe have retained some processes onshore including voice but we see jobs being replaced as we can off 
a mix of onshore and offshore services¶. (European financial services and IT company) 
 
A number of common themes emerge from these comments. The most obvious is the fact that 
several managers report that offshoring has had the effect of reinforcing a segmentation, or 
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bifurcation by which more standardised callflows of lower complexity are situated in remote 
ORFDWLRQV ZKLOH PRUH FRPSOH[ GHPDQGLQJ DQG KLJKHU YDOXH VHUYLFHV DUH NHSW RQVKRUH µWKe 
PHDW\ VWXII¶ LQ WKH ZRUGV RI D PDQDJHU RI D 8. WHOHFRPV FRPSDQ\ Some organisations 
described how onshore call handlers had been freed up by the removal of services offshore. 
One additional insight was provided a senior manager of an Indian owned third party service 
provider. For this organisation the locus of competition for contracts was not so much India but 
the UK from outsourcers.  
 
A majority of responding organisations indicated there had been no impact on 
their Scottish operations from offshoring. The most common theme to emerge 
from the evidence is that offshoring has reinforced a segmentation, by which more 
callflows of low complexity are situated overseas while more complex, demanding 
DQGKLJKHUYDOXHVHUYLFHVDUHNHSWRQVKRUHµWKHPHDW\VWXII¶ in the words of one 
PDQDJHU6RPHRUJDQLVDWLRQVGHVFULEHGKRZRQVKRUHFDOOKDQGOHUVKDGEHHQµIUHHG
XS¶WKURXJKWKHRIIVKRULQJRIVWDQGDUGLVHGZRUN 
 
3.7  Future Plans Regarding Offshoring 
 
Organisations were also asked to provide information on their future plans regarding 
offshoring. As in previous audits, several organisations were unable to provide this data, often 
because of commercial confidentiality, but also due to market uncertainty and not knowing 
what their future plans might be. Nevertheless, insight was provided of potential developments 
by 17 of the offshoring companies.  
 
Box 5: Future plans regarding offshoring 
µ%ULQJEDFNYRLFHVHUYLFHV¶(European owned financial services company) 
µ%XGDSHVW &DLUR ,QGLD $UJHQWLQD 6RILD 0DQLOD %XFKDrest. New potential offshore locations are 
FRQVWDQWO\EHLQJUHYLHZHG¶ (US headquartered global business services and computing company) 
µ'RXEOLQJFDSDFLW\LQWKH3KLOLSSLQHV¶(US global contact centre provider) 
µ)XUWKHU RIIVKRULQJ LV OLNHO\ WR EH RIIVHW E\ WKH LQWURGXFWLRQ RI VRPH KLJK TXDOLW\ MREV¶ (US business 
systems company) 
µ*URZWKH[SHFWHGQRWKLQJ\HWDJUHHG&XVWRPHUYRLFHSLORWXQGHUFRQVLGHUDWLRQ¶(UK financial services 
company ± insurance division) 
µ1RSODQVWRRIIVKRUHDQ\8.ZRUN¶(Indian owned outsourcer) 
µ,DPXQVXUHRIIXWXUHSODQV¶(UK telecoms and entertainment company) 
µ,QLWVLQIDQF\VROHW
VVHHZKDWWKHVLWXDWLRQLVLQ-PRQWKV¶(UK travel and holiday company) 
µ/RRNLQJDWSXWWLQJVHUYLFHGHVNVWOLQHORZWHFKQLFDOEDFNRIILFHUHSHWLWLYHIXQFWLRQVRIIVKRUHWR.XDOD
Lumpar. (UK outsourcer) 
µ2XUVWUDWHJLFVHUYLFHPRGHOPD[LPLVHVVHOI-service and one-stop service on the phone and we do not want 
to offshore direct FXVWRPHUFRQWDFW¶8.ILQDQFLDOVHUYLFHVFRPSDQ\ 
µ3RWHQWLDOO\PRUHRIWKHVDPH- inbound IT Outsourcing Service Desks/IT help Desks -in-house and exit in 
Poland, Roumania, India. (European headquartered multinational service provider) 
µ6HWWLQJXSFHQWUHLQ+XQJDU\EXWWKLVLVSDUWRIWKHJOREDOFRPSDQ\QRWRIIVKRULQJ¶(UK telecoms) 
µ7KHFRPSDQ\LVEDODQFLQJWKHFRVWEHQHILWVRIRIIVKRULQJDJDLQVWWKH,5(5FRQVLGHUDWLRQVZKLFKLVDYHU\
VHQVLWLYHSURFHVV¶(UK telecoms company) 
µ7KHUHWXUQRIFDOOFHQWUHMREVIURP,QGLD¶(UK telecoms company) 
µ7KLVVKDOOFRQWLQXHWREHSDUWRIRXU*OREDOVWUDWHJ\ZKHUHLWLVDSSURSULDWH¶US headquartered contact 
centre company) 
µ:H DQWLFLSDWH JURZWK ZLWKLQ WKH FRQWDFW FHQWUH EXW DUH QRW SODQQLQJ moving any other services out of 
6FRWODQG¶(US headquartered pharmaceuticals company) 
µ:H ZLOO FRQWLQXH WR RIIVKRUH DV ORQJ DV FRVW DGYDQWDJHV DUH DYDLODEOH¶ (European business systems 
company) 
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Several themes emerge from the diverse responses provided. First, insofar as one can 
generalise from the limited number of responses there does not appear to be any moves to 
increasing significantly the volume of contact centre work offshored. Of course, there are 
exceptions as, for example, the UK major financial services company that is embarking on an 
offshoring project for its insurance channel. Second, two companies (one with more than one 
business channel) reported that their plans involved re-shoring voice work although the 
timescale had not yet been fixed and was subject to negotiation and agreement with the union.  
 
Third, where global service delivery was integral to company strategy, organisations reported 
doing more of the same, considering which geographical location might be most appropriate 
for a particular service. It was not a case of Scotland in direct competition with an overseas 
low-FRVWGHVWLQDWLRQ)RXUWKLQVRIDUDVWKHFRPSDQLHV¶UHVSRQVHVDOORZZHFDQFRQFOXGHWKDW
future voice offshoring was likely to involve services of lower complexity and did not 
represent a rise up the value chain, despite the fact that such a growth in complexity might be 
experienced in parts of the relocated non-customer facing back office.    
 
Data on future offshoring was limited for reasons of commercial confidentiality, 
market uncertainty and the absence of detailed highly plans. Insofar as it is 
possible to generalise from the limited data, it can be concluded that any 
significant increase in the volume of voice services to be offshored is highly 
unlikely and that, conversely, for a small number of firms re-shoring is certain. 
Third, for multinational providers the driver was not so much one to one 
offshoring to specific destinations but rather decisions were made according to the 
appropriateness of a geography and its attributes within the global service 
delivery paradigm.  
 
3.8 Destinations Other Than India 
 
In Section 3.2 above the expanded range of remote locations for offshored voice services was 
demonstrated. As a complement to this question, the survey asked organisations to indicate 
those destinations other than India that they had considered as a potential remote location. The 
data was limited but the countries/areas cited  in order of frequency were the Philippines (4 
respondents), Hungary (2), Poland (2), South Africa (2), Latin America (2), North Africa (1), 
Czech Republic (1) and Sebia (1). Several companies, additionally, stated that they would not 
consider any other country than India.  
 
The destination other than India that had been most frequently considered as the 
location for voice services was the Philippines. This was followed by South Africa, 
Poland and Hungary and Latin America, while North Africa, the Czech Republic 
and Serbia were also cited. Several companies stated that they would not consider 
any country other than India.  
 
3.9    Reasons Why Organisations Have Not Offshored 
 
Responses were received from 145 companies. This was an open-ended question which 
produced diverse responses, sometimes including more than one reason. For ease of 
presentation we have grouped the responses together in broad categories according to the 
priority given by organisations as the principal reason. In reality, of course, many organisations 
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have not offshored for multiple, interrelated reasons as opposed to a single factor. Table 24 
presents the responses organised according to the frequency of this categorisation.  
 
Table 24: Reasons why organisations have not offshored (n=145)  
 
Number % 
Emergency services/public sector/local authority/carelines 55 37.9 
Local service/local market/local knowledge 46 31.7 
Not appropriate (scale etc) 45 31.0 
Customer skills, quality or complexity of service, culture/language 37 25.5 
&RUSRUDWHVWUDWHJ\GRHVQ¶WILW 12 8.3 
Client resistance/wishes of clients 10 6.9 
Damage to brand 3 2.1 
Personal experience of offshored service 2 1.4 
 
The most common reason came from public sector organisations and charities  (including local 
authorities and emergency services). Political reasons, the fact that these centres provide local 
services requiring considerable local knowledge, issues of scale and so on essentially prohibits 
the offshoring of voice services. The second largest category relates to organisations reporting 
that their operation was focused on local customers or knowledge in local markets. Of course, 
these reasons are not mutually exclusive. The third most common reason was given as µnot 
appropriate¶, a response that could issues of scale and the importance of meeting local needs.  
 
The next most frequent category involved the related themes of the availability of customer 
skills in Scotland (compared to offshore locations), of the inability of India to deliver  
sufficient service quality or handle more complex calls and of difficulties relating to linguistic 
ability and cultural compatibility. Some respondents explicitly stated that offshoring was not 
SDUWRIWKHFRPSDQ\¶VFRUSRUDWHVWUDWHJ\,QUHODWHGPDQQHUDQXPEHURIRXWVRXUFHUVLQGLFDWHG
that they did not offshore because this was not required by clients and customers. For 
outsourcers, sensitivity to client demand is the key imperative.  
 
Finally, although related to the question of quality of customer service, three organisations 
reported that they were opposed to offshoring because of damage to brand. Two organisations 
stated that they did not and would not offshore because of their negative experiences. Further 
insight into the diverse and often multiple reasons given by organisations for not offshoring can 
be seen in some of these illustrative responses (Box 8). 
 
Box 8: Selected reasons given by organisations for not offshoring 
µ$ QXPEHU RI \HDUV DJR ZH GLSSHG RXU WRH LQ RIIVKRULQJ :H VHW XS D SLORW SURMHFW LQ ,QGLD EXW ZH
quickly reversed that decision when we discovered some of the language and cultural problems. The 
SUREOHP ZDVQ¶W WKDW WKH ,QGLDQ SHRSOH ZHUH QRW VNLOOHG WKH\ ZHUH EXW WKH\ ZHUH QRW DWWXQHG WR RXU
FXVWRPHUV HVSHFLDOO\ ZKHQ LW LQYROYHG VHOOLQJ WKHP SROLFLHV¶ (UK financial services company ± 
insurance) 
µ$VSHUSUHYLRXVO\RXUVHUYLFHLVYHU\ORFDOWKHUHIRUHNHHSLQJWKHFRQWDFWFHQWUHORFDOLVDOVRLPSRUWDQW
WRXV¶(Scottish travel company) 
µ7KHSUHYLRXVRZQHUGLGQRWRIIVKRUHDVFOLHQWVZLVKHGWRKDYHRQ-shore delivery. We have no plans to 
RIIVKRUHLWV8.SURYLGHGVHUYLFHVWR6RXWK$IULFD¶(Indian owned third party provider) 
µ%ULWLVK FRPSDQ\ ZLWK %ULWLVK KHULWDJH ZKR WRS RXU LQGXVWU\ RQ VHrvice. Too high a strategic risk to 
RIIVKRUH¶ (UK utilities company) 
µ%XVLQHVVFXVWRPHUVGRQRWJHWRIIVKRUHGDVWKH\DUHKLJKYDOXH¶(UK telecoms company) 
µ&KDULW\VHUYLFHFRXOGQRWEHRIIVKRUHGIRUGLYHUVHUHDVRQV¶(Charity helpline) 
µ'HDOLQJZLWKcomplaints involves complex responses which cannot effectively be delivered from India. 
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The processes in India are black and white and agents do not typically deviate from tight scripts and/or 
SURFHGXUHV¶(UK telecoms company) 
µ'RHVQRW ILW LQZLWK WKHFXOWXUHRI WKHFRPSDQ\DQG WKH LPSRUWDQFHRIWKH ORFDOFXVWRPHUEDVH¶ (UK 
specialist financial services company) 
µ$VDFRPSDQ\ZHKDYHVHULRXVGRXEWVRYHUWKHTXDOLW\RIVHUYLFHSURYLGHGDQGFXVWRPHUSHUFHSWLRQs 
servicing from India. Our concerns are based upon our experiences as we did have a centre in India, but 
it was not a success. There were language problems but the main difficulty was that the CSRs could not 
really move away from a script. They could not engage with the customer in the way that we QHHGHG¶ 
(UK financial services company ± insurance) 
µ'XHWRNLQGRIZRUNZHGRVLWXDWLRQVFDQUDSLGO\FKDQJHDQGZHZRXOGQRWKDYHWKHOHYHORIFRQWURO
ZHUHTXLUHWKURXJKRIIVKRUWRXWVRXUFLQJ¶(UK marketing company) 
µ,QWKHFDVHRIVWKHUHLVD+RPH2IILFHDJUHHPHQW7KHUHDUHDOVR'DWD3URWHFWLRQLVVXHVLQYROYHG
DQGWKHUHLVQR'DWD3URWHFWLRQOHJLVODWLRQLQ,QGLD¶(UK telecoms Directory Enquiries) 
µ,WZRXOGEHYHU\GLIILFXOWLIQRWLPSRVVLEOHIRURXUEXVLQHVVWREHRIIVKRUHGWRDUHPRWHGHVWLQDWLRQ7KH
level of complexity involved would cause problems for agents who are accustomed to making scripted 
UHVSRQVHVDQGGHDOLQJZLWKWUDQVDFWLRQDOTXHULHV¶. (UK financial services ± debt management company) 
µLanguage and cultural difficulties have encouraged the return of call centre jobs from India¶
(UK telecoms company) 
µ1RWDQRSWLRQWRRIIVKRUHDQ\WKLQJHOVHEHFDXVHRITXDOLW\FRQFHUQV1RFXVWRPHUIDcing services have 
been offshored, not even emails or letters which are all UK-based. Expereince is that quality of 
processing is good but quality of langauge provsion is not so good. Would take a major shift within the 
RUJDQLVDWLRQIRUWKDWWRKDSSHQ¶(European financial service company) 
µNot appropriate for the nature of the business and the fact that we serve local markets¶ (UK 
food distribution) 
µ2IIVKRULQJLVQRWDQRSWLRQJLYHQWKHSUHPLXPSODFHGXSRQFXVWRPHUVHUYLFH¶(UK retail company) 
µ2IIVKRUing would not work for us. Our parent company in the United States previously did offshore 
YRLFH VHUYLFHV EXW EURXJKW WKHP EDFN WR EHFDXVH WKH H[SHULHQFH ZDV XQVXFFHVVIXO¶ (US commercial 
property company)  
µ2XUFOLHQWVFRPHWRXVIRUDUHDVRQDQGWKDWLVWRGHOLYHUHIIHFWLYHVHUYLFHVLQWKHKRPHPDUNHW7KHUH
are important adminsitrative and regulatory reasons why services are provided on-VKRUH¶(UK financial 
services ± mortgages) 
µ2XUVWUDWHJLFVHUYLFHPRdel maximises self-service and one-stop service on the phone and we do not 
ZDQWWRRIIVKRUHGLUHFWFXVWRPHUFRQWDFW¶ (UK/Scottish financial services company ± insurance) 
µ5HDOO\KRSHWRUHWDLQSUHVHQFHLQDUHD6FRWODQGEHFDXVHLPSRUWDQWWRKDYH&&KHUHDQGSURYLGHVORFDO
HPSOR\PHQW$OVRDORWRIVNLOOHGVWDII¶(UK government agency) 
µRegulatory reasons. Damage to brand. Communication and misunderstanding¶(UK financial services 
company ± stockbroking) 
µ7KHIHHGEDFNIURP>DQRWKHUEXVLQHVVFKDQQHOLQWKHFRPSDQ\@ was not that positive so that affected us 
and our decision. Also there has been union opposition to offshoring which we have had to take account 
RI¶(UK telecoms company) 
µThe rationale for the decision not to offshore probably lies most in the fact of the business channel that 
we serve - business clients who pay for the service. The politics of the customer segment have been 
important in influencing this decLVLRQ¶8.WHOHFRPVFRPSDQ\ 
µThere is no reason for us to offshore. It is not appropriate for our business and I can think of a raft of 
reasons why not to. The company owner is fully committed to the locality and to creating employment 
in Glasgow. Also, the nature of the business means that customer contact cannot be offshored. We are 
not dealing with products but with physical problems. How would a call handler in India understand a 
problem in a book shop, for example? (UK/Scottish facilities management company) 
µVoice has not been offshored because customers are no different in this business - they do not want 
their calls to be offshored even though the quality of the calls might be just the same¶(UK third party 
outsourcer specialising in financial services) 
µWe are an outsourced provider with considerable expertise in providing multi-language coverage over a 
wide range of languages. This is likely to prove difficult with offshoring¶(US entertainment company) 
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µWe do continue looking at this as an option. However, currently the reverse takes place: Indian BPOs 
are outsourcing to us¶(UK market research company) 
µWe have no interest or inclination in doing so. Our professional qualifications are in English but more 
important is the fact that the nature of the work is quite complex and it is difficult to see how it could be 
VXFFHVVIXOO\RIIVKRUHG¶(UK professional body) 
µWe value very highly indeed the quality of customer contact that is provided from Glasgow and would 
not want to jeopardise that in any way¶(UK telecoms company) 
 
Firstly, public sector organisations indicate that offshoring is inappropriate, 
politically sensitive and/or is prevented by the need to provide local or emergency 
services. Second are companies for whom offshoring is considered inappropriate 
because of their focus on local market or customers or the need for local knowledge. 
Third, a swathe of organisations report that offshoring is not appropriate, an 
objection often related to the small scale of operations.  
 
The next most frequent responses relate to company perceptions that service quality 
from remote locations are lacking in quality and that problems exist in handling 
more complex calls. Difficulties are compounded by problems rooted in linguistic 
and cultural difference.  
 
Several companies report that offshoring does not fit with their strategic priorities. 
More specifically, many outsourcers report that they have not offshored to India and 
elsewhere because their clients and customers require onshore provision and do not 
want services on their behalf to be conducted overseas.  
 
A small number reported that they did not offshore because remote delivery would 
lead to damage to brand. Finally, two companies report that they do not currently 
offshore because of unfavourable experiences when they previously did offshore.  
 
3.10  Pilot Projects Considered 
 
Respondents were asked whether they had undertaken pilot experiments in India, even though 
they were not currently engaged in offshoring. Ten organisations report that they had run 
pilots, four of them in financial services. In two cases, the pilots had become full-scale 
operations, but services had been terminated in India as services were re-shored. Three were 
telecoms companies and two were outsourcers.  
 
Ten organisations report that they had conducted pilots abroad (in India). In two 
cases, both financial services companies, these pilots had led to full-scale projects 
but these subsequently had been terminated and the services re-shored. 
 
3.11  Perceived Advantages of Offshoring 
 
Two complementary questions were included asking respondents to report on the perceived 
advantages and disadvantages of offshoring. These were open questions allowing respondents 
to give three answers for each question. The same method has been adopted as in previous 
questions in that we have collated similar responses for purposes of comparison and analysis. 
In total, 203 different responses were received from 125 managers.   
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Table 25: Perceived advantages of offshoring (n=125) 
 
No. % 
Lower costs/labour costs/cheaper 75 62.5 
Quality of staff/skills of workforce/work ethic 43 35.8 
None  23 19.2 
Availability of labour/access to resource 22 18.3 
Out of hours/extended customer service 16 13.3 
Flexibility of staff in India 8 6.7 
Complex work at home, standardised work offshore 8 6.7 
Part of global strategy 4 3.3 
Infrastructure 4 3.3 
(Percentages are of the 125 respondents) 
 
In Table 25 we present the aggregated responses of the perceived advantages of offshoring. 
The results should be regarded as indicative rather than as a definitive analysis. The table 
reflects the perceptions of VHQLRUPDQDJHUV¶ZKRhave an intimate knowledge of offshoring, of 
the migratory process and of the dynamics of the market in India alongside. At the same time 
SHUFHSWLRQV ZHUH JLYHQ E\ µRXWVLGHU¶ managers, by those without direct experience of 
offshoring. Despite these limitations the data provides insight into the perceptions of managers 
and the collective understanding that has emerged within the contact centre sector.  
 
Unsurprisingly, the most frequently perceived advantage of offshoring relates to cost savings. 
No fewer than 62.5 per cent of respondents reported cost reduction as the principal advantage. 
While many organisations mentioned cost in general terms, a substantial number indicated that 
the advantage lay specifically in reduced labour costs. A few organisations suggested that 
while the cost differential as still significant, this difference had reduced over time.  
 
It is difficult to separate out the perceptions regarding labour cost savings from other qualities 
of labour. Organisations see the advantage of offshoring as lying in cheaper labour plus the 
skills and quality of the workforce in India, including the English-speaking capability. Almost 
36 per cent of respondents perceive the quality of skills of the workforce in India and 
elsewhere as being a significant advantage.  Closely related to this is the 18.3 per cent who 
perceive the availability of labour, access to human resources, as being a perceived advantage. 
Additionally, we note the 6.7 per cent of respondents who cited the flexibility of staff in remote 
locations as an advantage.  
 
Around 1 in 8 of respondents report that one of the advantages of offshoring to India was the 
temporal flexibility that offshoring organisations can realise. This advantage may be from 
being able to provide customers with extended hours of service, the provision of out of hours 
calls and so on. A further 6.7 per cent report, without being specific, on the benefits of the 
µIOH[LELOLW\RIVWDII¶LQ,QGLD 
 
Eight respondents emphasised the importance of the segmentation of service provision, as 
reported above. In other words, offshoring enabled the some of the more complex and 
customer sensitive services to be delivered onshore, separated off from the more standardised 
and routinised tasks which can be delivered satisfactorily from an offshore location.  
 
In summary, the ability to reduce costs is the principal perceived advantage of offshoring. 
However, other factors complement this fundamental reason. Cost advantage and labour 
arbitrage by themselves would be meaningless without the perceived qualities and availability 
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of human resources in India; educated agents with English speaking skills, work ethic and so 
on. At the same time, a number of respondents suggested that the cost advantage has been 
eroded. A final observation concerns the fact that one in five of those responding answered 
µQRQH¶ LQGLFDWLQJ WKDW WKH\EHOLHYHG WKDW RIIVKRULQJZDs wholly disadvantageous whether for 
their own organisation or more generally. 
 
Unsurprisingly, the most frequently perceived advantage of offshoring relates to cost 
savings, specifically labour costs savings, even though some organisations indicated 
that cost savings had declined over time. This reason for offshoring is complemented 
by other perceived advantages - the skills, qualities, work ethic and availability of the 
human resources. Offshoring was also perceived to extend the hours of customer 
service. Finally, offshoring enabled some of the more complex and customer-sensitive 
services to be delivered onshore through the ability to strip out and relocate overseas 
some of the more standardised processes.    
 
3.12  Perceived Disadvantages of Offshoring 
 
Senior managers were asked to state what they perceived to be the disadvantages of offshoring. 
The same approach to categorising answers as in 3.11 was employed. The responses are 
presented in Table 26.  
 
Table 26: Perceived disadvantages of offshoring (n=119) 
 
No. % 
Accents/language/communication/understanding/empathy 75 63.0 
Customer perception/resistance 45 37.8 
Remoteness/distance/problems of management control 35 29.4 
Loss of local knowledge 28 23.5 
Damage to brand/reputation 20 16.8 
&DQ
WJREH\RQGVFULSWLQJFDQ¶WGHOLYHUFRPSOH[LW\KDQGV-off/bounce back 19 16.0 
Reduced savings/rising costs 6 5.0 
Attrition in India 4 5.0 
Impact on jobs/business  in Scotland/UK 4 3.4 
Morale in Scotland 2 2.5 
(Percentages are of the 119 respondents) 
 
The most frequently cited disadvantage (by 63 per cent of respondents) relates to the 
experience or perceptions of difficulties in relation to language, accents and dialects of 
overseas (principally Indian) agents and, relatedly, the more general problems of 
communication and understanding. These were also the most commonly reported problems in 
both the 2003 and 2008 audits and lies at the very core of voice services. As several 
respondents pointed out then and now, it does not matter that the labour and overall costs are 
cheaper in India, if there are difficulties with linguistic and cultural understanding and 
communication, then it damages the offshoring proposition as a whole.  
 
Even when formal language skills are seen to be highly developed, they may not translate into 
an ability to deliver service quality, a perception and experience that was expressed by this 
senior manager of financial services company that, incidentally, is re-shoring voice services. 
 
The skill base in Mumbai is highly educated. People have a real talent for the English 
language, but this does not necessarily mean that their skills and abilities are 
appropriate for the roles that they occupy. I am talking about empathy and 
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understanding and problems when people in India have to go off script and really 
engage with the customer. Delivery is too inflexible and it can leave the customer 
feeling frustrated.  
 
As observed previously, offshoring has come a long way since the early days of offshoring 
when the linguistic capability of Indian agents was regarded as essentially non-problematic. 
The supposition was that there was an inexhaustible supply of English-educated graduates 
who, with suitable training, could bridge any limited linguistic or cultural gaps. Wider 
knowledge of the operational realities in India has challenged impressionistic view. It is clear 
that doubts over language, communication and understanding have grown over time. In 2003, 
only 21 per cent of organisations perceived linguistic issues to be a disadvantage (Taylor and 
Bain, 2003: 68), compared to 41 per cent in 2008 (Taylor and Anderson, 2008 
 
7KHVHFRQGFDWHJRU\RIUHVSRQVHUHODWHVWRPDQDJHUV¶XQGHUVWDQGLQJWKDWRIIVKRULQJKDVOHGWR
customer resistance and opposition. Reported by 37.8 per cent of respondents, this 
disadvantage is obviously related to the most frequently reported linguistic and cultural 
difficulties. Evidently, customer hostility has deepened over time as comparisons with the data 
from our 2003 audit indicate. For some the problem lay in the failure to be able to replicate the 
servicing culture overseas. Others emphasised the loss of tacit knowledge that occurs following 
the transfer of voice activities.  
 
The third most commonly reported disadvantages relate to the difficulties for management in 
Scotland/UK of exercising control over remote operations. Almost three in ten respondents 
(29.4 per cent) reported this general difficulty. This problem was reported to perhaps an even 
greater extent in 2008. As demonstrated (Taylor, 2010b), companies have attempted to exercise 
control over remote operations through tightly specified forms of governance, in particular 
Service Level Agreements (SLAs). Although organisations now have a greater experience of 
using such control mechanisms, evidently they are not universally effective, especially in 
conditions of inexperienced or ineffective management in remote operations.   
 
Many categories of responses overlap, so that customer opposition cannot be separated from 
problems experienced through loss of local knowledge (23.5 per cent of respondents) or the 
belief that offshoring damages company brand (16.8 per cent of respondents). Included in this 
category are the responses of offshorers who report client opposition on the grounds that this 
would inflict reputational damage.  
 
The next most frequently cited disadvantage is worthy of comment since it reveals a general 
limitation. As many as 16 per cent reported that call-handlers in remote locations were unable 
to interact with customers to any degree of complexity. Frequently, respondents related this 
weakness to the inability of agents in India to deviate from their prescribed scripts. In turn, this 
LQDELOLW\FRXOGOHDGWRWKHHVFDODWLRQRIFDOOVZKLFKZHUHERXQFHGEDFNLQDµKDQGV-RII¶EDFNWR
Scotland/UK.  
 
Complementing this quasi-quantitative evidence are insights derived from the summary 
comments provided by the manager respondents.  
 
Box 9: Selected disadvantages  
µLoss of control over quality at this remote distance (although our experience of Indian 
research agencies is that quality control protocols are some of the best in the world. (UK 
market research company) 
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µMany companies are in India chasing the same limited labour pool which leads to and fuels 
attrition¶(US computing company) 
µIt is better to have face to face supervision rather than trying to control the quality remotely¶ 
(UK third-party outsourcer) 
µPotential lack of understanding by call handlers of the subject-matter being dealt with 
because removed from the immediate context¶(Government agency) 
µThe process driven nature of activities and inflexibility means that India does not lend itself 
to complex customer interaction¶. (UK telecoms company) 
µFragmentation of process as they cannot do the voice part of the interaction, breaks the 
chain¶(UK telecoms company) 
µDistance from customer base, so that deep local knowledge does not readily transfer¶ (UK 
facilities management company) 
µAttrition is a big and persistent problem¶.  (European financial services company) 
µThe skill set can be inflexible and not appropriate for the complexities of interaction with 
customers¶  (UK financial services debt management) 
µCustomer experience is not all that it should be because of the language and the skill set¶(US 
computing company) 
µScripted responses to common problems only, limited call escalation opportunities¶
(Government agency) 
µQuality can suffer if management control measures are not put in place to overcome the 
problem of distance¶(US headquartered global third party service company) 
µCommunication difficulties mean that there are problems in adapting to the specfic needs of 
customers¶(UK retail company) 
µHands off points. There are parts of the process that have to be completed back in the UK so 
this hands off lengthens the hands off process¶. (UK third party outsourcer) 
µDialects are still a problem both from the perspective of understanding customers and from 
that of being understood by customers¶(UK telecoms company) 
 
To repeat, a principal theme of previous research has been that the services migrated overseas 
have been largely transactional. The reasons why this trend became established related to the 
need to realise economies of scale, but also were bound up with doubts regarding the ability of 
call-handlers to provide more complex services involving customised interaction. The evidence 
here confirms that remote servicing generally is largely inappropriate for anything other the 
more standardised services.  
 
Labour supply problems and labour market overheating in the established locations in India 
have fuelled employee turnover in BPO companies. (See Taylor and Bain, 2006: 84-102). 
Turnover rose throughout the 2000s as the industry grew, labour markets tightened in the Tier 
1 cities and the graduate professionals hopped from one job WRDQRWKHUIRUDµIHZGROODUVPRUH¶
Different factors - long hours, nocturnal shifts, travelling times and demanding work - 
FRPELQHG WR LQGXFH µH[LW¶ GHFLVLRQV 7KLV DXWKRU¶V GHWDLOHG UHVHDUFK has estimated annual 
average attrition in BPO at 65-75 per cent in 2006. One outcome of global economic crisis in 
2008 and the slowdown in BPO was to reduce attrition. Given diminished job opportunities, 
employees and front-line and middle PDQDJHUV ZHUH QRZ OLNHO\ WR µNHHS WKHLU KHDGV GRZQ¶. 
However, when demand revived in late-2009 and early-2010 and jobs were created, employees 
regained some confidence and exploited the improving labour markets. By mid-2011, attrition 
had returned as a concern, as indicated by the Indian Chamber of Commerce demonstrated.  
http://www.indianexpress.com/news/talent-crunch-attrition-may-put-india-behin/776166/  
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A layer of organisations clearly now believe that cost reduction have been eroded. Six 
respondents reported as a disadvantage the fact of reduced margins or higher costs.  
 
The most frequently cited disadvantage relates to the experience or perceptions of 
difficulties in relation to language, accents and dialects of overseas (principally 
Indian) agents and problems of communication and mutual understanding. These 
problems lie at the very core of voice provision. Even though call-handlers might 
have advanced formal language skills, these do not necessarily translate into an 
ability to engage with customer with sufficient empathy.  
 
The second most commonly reported disadvantages relate to customer resistance 
and opposition. Such disadvantages are clearly connected to the linguistic and 
cultural difficulties. Evidently, customer opposition has deepened over time. For 
some the problem lay in the failure to replicate overseas the servicing culture. 
Others emphasised the loss of local and tacit knowledge following the transfer of 
voice activities. As with previous audits, respondents also report difficulties in 
exercising control over remote, offshored operations. 
 
Several emphasised a general problems that has emerged from the experience of 
offshoring, that call-handlers could not interact with customers with any degree of 
FRPSOH[LW\5HVSRQGHQWVUHODWHGWKLVZHDNQHVVWRDJHQWV¶LQDELOLW\WRGHYLDWHIURP
scripts. In turn, this could lead to the escalation of calls back to Scotland/UK.  
 
A number of respondents reported that the cost advantages from offshoring have 
been eroded. Rising costs have been connected to the longer term problem of 
attrition. Even though rates of labour turnover declined significantly following 
global financial crisis, the recent return of attrition in tightening labour markets 
has led to it being cited as a disadvantage by a number of respondents.     
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Section 4:  Comments 
 
4.1 Themes from the Comments 
 
As with previous audits, the pro forma includes an open question asking respondents to reflect 
on any aspect of the operations of their contact centre or on the industry in general. As can be 
seen from the selection of the comments below the subjects raised were diverse and, within the 
same quote, respondents would often raise a number of matters. Nevertheless, certain distinct 
themes emerge from the selected comments and are discussed below.  
 
4.1.1 Growth, Recruitment and Benefits for Scotland 
 
The quotes below are representative of those organisations provide upbeat comments on the 
state of the sector in Scotland and on the prospects specifically for their company. As indicated 
in Section 2.3, net growth has occurred since 2008, with some existing centres expanding quite 
significantly as illustrated by the first comment below. Despite the VHFWRU¶Vmaturity and the 
fact that the contact centre model has now been adopted by the majority of organisations that 
could do so, new businesses are still being established that have contact centre operations. 
Some of these start-ups will become sizable operations, as indicated by the last comment, 
which has of course been anonymised. The remaining three comments emphasise other 
positive aspects of the Scottish contact centre sector. These senior managers reflected on job 
opportunities, the positive impact contact centres are making on communities across Scotland 
and the high quality of available skills in local labour markets across the country.  
 
Box 10: Comments ± growth, recruitment and available skills 
µSince the takeover by [global contact centre provider]  the company has been undergoing a rebranding 
and repositioning. There has been considerable growth with expansion of 500+ employees in [two 
locations]. There has been no real difficulty in recruiting. There are initiatives at local sites including 
recruitment open days and pre-employment training courses involving people on job seekers allowance 
for which the company receives subsidies. We hope that some of the people who join can stay with the 
company and that they absorb company values and skills. Attrition is higher in Glasgow because there 
are more job opportunities whereas in say some of our other town locations there are local labour 
markets¶. (European owned third-party outsourcer)     
µThe contact centre sector is healthy. The workforce is excellent and we have had no difficulty at all in 
trying to recruit¶. (UK financial service company ± mortgages) 
µI think it the contact centre industry provides a fantastic opportunity for individuals to utilise life skills. 
The industry is good for communities all over Scotland. There is a fabulous wealth of talent and the 
industry has the capacity to constantly hone skills¶(UK telecoms company) 
µThere is a good market for recruitment in Glasgow, given the numbers of Universities in Glasgow and 
Central Scotland. There is a constant flow of high quality graduates, many of who choose to stay in 
Scotland and do not move south. It is good for us to tap into this supply¶. (UK financial services 
company) 
µ>2XU FRPSDQ\@ is establishing a full banking operation, building it from the bottom up. This will 
include mortgages, retail banking, sales and so on. By October 2011 there should be at least a couple of 
hundred of people in place¶(UK financial services company) 
 
4.1.2 Upskilling and Training 
 
These two comments continue the positive theme about skills within the sector. Both indicate 
that in some companies there has been upgrading of skills and continuous training is now 
required to ensure that the more complex demands of customers can be met.  
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Box 11: Upskilling and training 
µ&DQ
WJLYHHQRXJKWUDLQLQJWRSHRSOH&RQWLQXDOO\RIIHUUHIUHVKHUWUDLQLQJ- identify where they may be 
struggling. 90% of call dealt with at first point of contact and as services come on need to become even 
more multi-skilled. Need to move away from days when call centre staff were regarded as glorified 
VZLWFKERDUGRSHUDWRUV6NLOOHG MREDQGFXVWRPHUVDWLVIDFWLRQ OHYHOVKLJKEHFDXVHVWDIIDUH VR VNLOOHG¶
(Local authority) 
µWe have moved up the skill ladder and are now a high skill operation. Outbound work is particularly 
challenging and cannot be offshored as it requires enaging with the customer. It also need a great deal  
of resilience.    The perception of working in a call centre starting to improve as the PR gets better. 
There are certainly opportunities now for development¶(Government agency) 
 
4.1.3 Effects of Austerity and Recession ± Intensification and Rationalisation 
 
Section 2.24 above presented a full account of the impact of economic crisis and recession and 
RI RUJDQLVDWLRQV¶ UHVSRQVHV at both company and centre level. In this final section inviting 
comments on any aspect of the sector - or their company ± respondents provide further insight 
into the effects of responses to economic recession.  
 
Box 12: Effects of austerity and recession ± intensification and rationalisation 
µ%HHQYHU\YHU\GLIILFXOWIRUVWDII5HDOO\KDUGWLPHLQWHUPVRIXQFHUWDLQW\DQGLQFUHDVHLQZRUNORDG
of our staff work 24/7 rolling shifts and last night they had to deal with 1600 calls because of the 
weather. Need to learn more because we are taking on more services and have had to write more scripts 
to help staff deal with it. No time for the training they really need. Shared services agenda well on way 
DQGZLWKLWELJFKDQJHV6WDIIXQGHUWDNH,&6TXDOLILFDWLRQV¶(Local authority) 
µLarge increase in volume of work and small increase in staff. Efficiency savings mean that CC takes on 
more and more front-line services. More generally, aware that [named local authority] collaborating 
with neighbouring councils re: shared services, including police, NHS, Fire & Rescue¶ (Local 
authority) 
µPreviously did a lot of work for Scottish banks. Now headcount has been reduced and efficiencies have 
EHHQGULYHQWKURXJK¶(UK third-party outsourcer) 
µSame percentage of staff as 2008, roughly, i.e. 7% are qualified nurses. Nurses are harder to recruit 
than other contact centre staff. Some staff maybe want to leave but because we offer 24/7 service and 
pay additional hours payment they cannot find same money elsewhere. Little opportunities for upwards 
progression within the contact centre and that is increasingly the case with more lean working¶. (Health 
sector) 
µ0RYLQJ WR [new site] in March 2012. Staff will double as of 1 April this year because revenues and 
benefits will become part of the CCs. Key things are recession made things more difficult for people but 
there are opportunities for a contact centre such as our to take on non-council services. We are already 
an outsource provider for other local authorities and the [named] Review shows that there are 
opportunities in terms of shared services. In terms of qualification, some staff are doing the Customer 
Service Professional Certificate¶(Local authority) 
µ%LJ SXVK WR ZRUN VPDUWHU DQG VRPH RI GHYHOopments [named authorities] may be replicated across 
other areas. Not big push here yet but may go back to regional-EDVHGSURYLVLRQ¶(Local authority) 
µThere has been some contraction in the headcount as a result of the falling demand due to broader 
recessionary effects¶(UK media company) 
µOur staff reduced significantly because of premature withdrawal of government funding for energy-
efficient materials¶. (UK energy and insulation company) 
µWill be merging with [named local authority] soon so a lot up in the air just now. Move is partly driven 
by economic downturn and resultant efficiency savings but also partly political. Don't feel that the 
general drive to centralise contact services by local authorities is good. Repairs section quite specialist 
and therefore requires a lot of liaison with operations department and merger not for best. Heard that 
one local authorities and actually demerged repairs because it just wasn't working. A lot of work in CC 
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is seasonal and this winter call volume increased dramatically with bad weather¶(Local authority) 
 
Firstly, there is additional comment on downsizing and headcount reduction. Second, there are 
several indications that the difficult economic environment has led to increased workloads, 
intensification of work on the part of CSRs as forms of lean working and for efficiency savings 
have been implemented. A third notable theme to emerge is within the public sector and, more 
specifically, local authorities. Significant moves have been made to rationalising services 
which, in some cases, has meant collaboration across authorities, the sharing of services and 
other organisational moves to creative synergies with can realise efficiencies.  
 
4.1.4  Offshoring and Onshoring ± India and Scotland 
 
It is interesting, and perhaps significant, that the most frequently volunteered comment is in the 
theme of offshoring and the contrast in the quality of service provision between India and 
Scotland. On the basis of their own direct experience or knowledge of offshoring more 
generally several discussed the problems that have arisen in India and in one instance cited 
here, the Philippines. As a consequence of these difficulties, and the problems UK 
organisations have experienced in attempting to regulate the quality of service provision from 
remote locations through SLA governance, the re-shoring of voice services has occurred.  
 
In contrast, respondents highlighted the positive benefits of onshore delivery, particularly the 
quality of service delivery in Scotland DQG WKH VNLOOV RI WKH VHFWRU¶V DJHQWV ZKLFK GHOLYHU
excellent customer feedback and satisfaction. Some respondents focused on the 
FRPSOHPHQWDULW\RIGLIIHUHQWµVKRUHV¶RIGHOLYHU\ZLWKLQWKHJOREDOVRXUFLQJSDUDGLJP 
 
Box 13: Offshoring and Onshoring ± India and Scotland 
µ&RQWUROOLQJRSHUDWLRQVDEURDGIURPKHUHGHILQLWHO\WKURZVXSVRPHVLJQLILFDQWGLIILFXOWLHV*RYHUQDQFH
and quality are problems which are not necessarily solved by the SLAs which can complicate processes. 
You have onshore SLAs and offshore SLAs. Call centre services are being repatriated from India to 
Scotland. Scotland's contact centre industry has demonstrated its resilience in recent years because of 
the quality of the customer service and call handling skills as well as the fact that it is still a very cost 
HIILFLHQWORFDWLRQ¶(UK financial services third-party specialist) 
µFrom experience of the industry the quality of the service delivered from India can be quite poor. The 
responses to queries are often shoddy. It is no surprise to me that call centre services are being brought 
back to Britain. Big companies - especially financial services companies - relocated a lot of work but it 
has not been that successful and they have lost customers as a result of the poor customer service¶.(UK 
financial services ± debt management) 
µ[Named company] is trying to improve its customer service experience and to recover from some of 
the damage to the brand as a result of offshoring. The company began to move work back from India 
soon after the [the FRPSDQ\¶V@takeover. A few weeks ago the company made a further announcement 
that they would bring all the voice processes back. The contact centre industry in Scotland is in a 
healthy state. The greatest strength the industry has is in the skill of the agents. Customer feedback 
consistently shows the importance of Glasgow accents and the qualities of agents' communication with 
customers. Glasgow gets higher customer satisfaction scores over and over again. If I can be specific 
the real strength lies in Glasgow rather than Scotland in general. The evidence is that Glasgow is the 
most successful location. Consider the major companies that have made significant decisions to locate 
facilities in Glasgow - Vertex, John Lewis, Tesco Personal Finance. All are relatively recent decisions 
which show that Glasgow's local labour market has particular strengths¶. (Financial services company) 
µScotland is undersold as a destination for high quality services. In terms of the balance between 
revenue and costs Scotland has an enormous amount to offer. It is not proposed that Scotland can or 
should compete solely on grounds of bottom line cost but the quality and value elements are very 
important parts of the matrix. In terms of what India and Scotland provide in relation to each other there 
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is an underlying cohesion and complementarit\¶ (US headquartered global computing company) 
µ[Named company] are increasingly able to offer clients a combination of onshore and offshore 
provision. Clients want to know that there onshore provision on the grounds of quality. Cultural 
awareness from the service delivery location is very important. There is a tendency for people in Manila 
to say 'yes, yes, yes' and that can create problems. The cultural differences are important which is why 
we put in place managers from the home countries to help overcome them. Generally, the issue of 
cultural fit means that people in the Philippines cannot deal with the more complex and detailed aspects 
of customer interaction¶ (US headquartered global contact centre provider) 
µThe experiences of offshoring across the company are uneven, in fact not that positive. There is a fair 
amount of bounce back and escalation when calls cannot be resolved in India. Several of the [company] 
sites in Scotland are strategic sites because they have been successful for the organisation¶. (UK 
telecoms company) 
µThe operation is half owned by [named] Corporation. The MD claims that they are more an insourcer 
than an outsourcer. The Glasgow operation is essentially the head office for the EMEA activities. While 
customer contact does take place from Glasgow, the bulk of the contact centre activities [named 
company] provides are delivered down south. There are definitely problems with offshoring voice in 
that you can end up with scripted and inflexible responses¶.  
 
µ,FDQcite the example of [named telecoms company that offshored broadband customer service] and 
the case of the phone that melted in its holder so that it was welded. The Indian agent asked several 
times for the phone to be taken out and replaced, not seeming to understand what was being said but 
really stuck on the script. It took 30 minutes of requests before the call was escalated to a supervisor 
before being bounced back to the UK. This is a common problem that raised the issue of India's 
inability to go off piste as it were and deal with the more complex queries.  
 
We want to create a suite of customer service solutions. We would not wish to do a JV with an Indian or 
global company in Scotland. Conversely, we might be looking at doing a JV in India¶(US automotive-
business systems company) 
µThe removal of the simpler stages of the credit management process means that our agents in Glasgow 
are able to spend more time in Glasgow making sure that the business customers pay their debts¶.(UK 
telecoms company) 
µWe do the initial diagnostics and take ownership of the call. If we cannot solve the problem remotely 
then we liaise with the van engineers. We remain the single point of contact for the customer. No 
recruitment issues with regard to skill sets. Problems with [named telecoms company retail operation] 
voice in India¶.  (UK telecoms company) 
µOffshoring is a mixed blessing. I have had experience of it in my previous role in a big financial 
services company. It was not that successful in my experience and it is not a surprise to me that call 
centre work is being brought back to Britain¶(Professional body) 
 
4.1.5  Homeshoring 
 
While the development of homeshoring is not reported by organisations as happening to any 
significant extent throughout the audit, two respondents commented on its emergence here. 
Both of these companies clearly utilise this sourcing strategy quite extensively.  
 
Previous LQWHUHVWLQKRPHVKRULQJZDVVWLPXODWHGODUJHO\E\RUJDQLVDWLRQV¶QHHGWRWDSLQWRnew 
sources of available and high skilled labour, often in circumstances of labour shortages and 
high levels of attrition. Homeshoring seemed to promise a supply of committed and flexible 
labour that avoided some of the difficulties generated by tight labour markets.  
 
In a changed labour market context, in which organisations are reporting no real difficulties in 
recruiting skilled employees, it is interesting to speculate whether this has lessened 
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RUJDQLVDWLRQV¶ LQWHUHVW LQ KRPHVKRULQJ ,W LV VXJJHVWHG WKDW VXFK D OLQH of inquiry is pursued 
more fully in the next audit.  
 
Box 14: Homeshoring 
µ$SSUR[LPDWHO\KDOIRIRXUFXVWRPHU-facing agents are using technology that allows them to work and 
train at home on a permanent basis.  This is mostly where people reside in the central belt of Scotland 
but we also allow staff to work when they are taking extended breaks to visit family in Europe or need 
WRUHORFDWHWRDQRWKHUSDUWRIWKHFRXQWU\¶(US headquartered hotel and hospitality company) 
µ:HDUHDYLUWXDOFDOOFHQWUH:HDUHDQDSSRLQWPHQWUHPLQGHUVHUYLFHDQGXVH.URQRV:HXVHUHFRUGHG
messages, text messaging, emails - all staff are home based. They log in using the Kronos system which 
is the basis for their payment. They get paid per call according to session and wrap up time. Staff have 
to register for 3 2-hour slots per week. The type of people who work are stay at home parents, retired 
people or semi-UHWLUHG D PDVVLYH YDULHW\ DOO RYHU WKH 8. EXW  SHU FHQW EDVHG LQ 6FRWODQG¶ (UK 
business services outsourcing company) 
 
4.1.6  Technology and Automation 
 
Following the detailed evidence presented in Section 2.24 on automation and new technologies 
that are being applied in order to effect further the transition from the pure voice call centre to 
the multi-channel contact centre, two organisations presented additional insight on matters of 
technology and automation.  
 
Box 15: Technology and automation 
µ7KHUH LV WRR KLJK D UHOLDQFH RQ ,95V LQ WKH FDOO FHQWUH LQGXVWU\ 7KHUH DUH WRR PDQ\ steps for the 
customer to take before they get to speak to a live person. By the time many customers get through to 
an agent they are distressed which can lead to problems. The drive on CHTs is a problem because it 
means that quality can end up being compromised. At the same time the drive on CHTs and targets puts 
SUHVVXUH RQ DJHQWV DQG DV IDU P\ H[SHULHQFH LV FRQFHUQHG FRQWULEXWHV WR DWWULWLRQ¶ (UK telecoms 
company) 
µ:LWKRXWTXHVWLRQDXWRPDWLRQLVJRLQJWRLQFUHDVHJRLQJIRUZDUG&RPSDQLHVLQWKHVHFWRUbenchmark 
always on quality, but there is also an obsession with costs and hammering the cost base. Driving 
through efficiencies, ramping up productivity are part of the equation but self-service is a bit of a holy 
grail. Can we do it and keep customers happy? How is everyone else doing it? Investing in the 
technology is important, training people up. There will always be phones and humans conversing, but 
WKHPL[ZLOOEHGLIIHUHQW¶(UK financial service company) 
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Section 5: Conclusions 
 
5.1 Introduction 
 
As noted in the introduction call or contact centres have become an increasingly important area 
of economic activity in the Scottish economy over the last two decades. Previous research 
(Taylor and Bain, 1997; 2000; 2003; 2006) had provided sound empirical evidence of the 
UHPDUNDEOH GHYHORSPHQW RI WKH µVHFWRU¶ ZKLFK E\  was responsible for a workforce of 
86,000. This previous audit in 2008 demonstrated unequivocally that the Scottish contact 
centre sector was in rude health.  
 
Not only were indigenous third-party providers growing in size and significance, but Scotland 
was increasingly attracting investment from multinational service companies keen to locate 
facilities and deliver services in the country as part of their global sourcing strategy. At the 
same time, the 2008 audit confirmed a vibrant diversity, by which contact centres had spread 
far beyond their initial heartlands in the financial services industry, telecoms, utilities, media 
and entertainment and IT/computing to be embraced by almost all industry verticals which 
required interactive customer servicing.   
 
The 2008 audit provided detailed HYLGHQFH RI WKH VHFWRU¶V ORFDWLRQDO VLJQLILFDQFH 0RVW
notably, 1 in 10 of employed workers in Glasgow worked in a contact centre. Beyond 
6FRWODQG¶VFHQWUDOEHOWZKHUHWKHEXONRIHPSOR\PHQWZDVFRQFHQWUDWHGFRQWDFWFHQWUHVZHUH
now to be found throughout Scotland, impacting on all kinds of community. For example, in 
the Highlands and Islands they had long been acknowledged as an important source of 
employment.  
 
Further, the Scottish sector had continued to display its vitality in the context of the emergence 
DQG JURZWK RI RIIVKRULQJ DQG WKH PLJUDWLRQ RI µYRLFH¶ VHUYLFHV RYHUVHDV WR µORZ FRVW¶
geographies, notably India but over time an expanding range of destinations. The 2008 study 
KDG DOVR UHYHDOHG WKH VHFWRU¶V PDWXULW\ DQG LWV HYROXWLRQ IURP D µSXUH¶ voice proposition to 
embrace the multi-channel model in which centres integrated telephone-based services with 
various means of customer contact.       
 
Companies widely reported that it was the availability and skills of their employees, whether 
their customer service competencies, accents, language capabilities and empathy, in 
combination with various infrastructural assets and, crucially, costs perhaps 30 per cent lower 
than those prevailing in London and the south-east of England, that made Scotland locationally 
attractive. Consequently, for example, many strategic sites and multi-lingual facilities were 
situated north of the border.  
 
In sum, then, by 2008 from the perspective of government, inward investment agencies, 
industry bodies and individual firms, the contact centre narrative was a success story, tarnished 
only by recurring concerns over the durability of the voice based model of customer servicing 
given the longer-term challenges of automation, self-service and global sourcing. 
 
5.2 The Need for a New Audit 
 
While the 2008 report accurately reported the state of the contact centre sector as it was at the 
first half of 2008 and provided grounds for optimism, the financial crisis of September 2008 
and subsequent recession cast doubt on even the short-term applicability the prospects it 
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identified for the industry. In a transformed economic landscape, government, industry and 
union bodies were inevitably keen to know how the sector was responding. There was an 
urgent need for current figures on employment levels, especially given the importance of 
contact centre employment for local labour markets and in financial services, the industry most 
immediately and directly affected by crisis.  
 
The timing of a new audit was an important question. The pressing requirement for accurate 
information had to be tempered with the recognition that a request for data could be premature, 
and that organisations might supply data before the effects of downsizing, restructuring and re-
engineering had worked themselves through to the operational level. It was agreed that the new 
audit should be undertaken in 2011, three years after its predecessor at sufficient temporal 
remove to evaluate the post-financial crisis state contact centre sector.   
 
5.3    The Contact Centre Sector in Scotland in 2011 
 
The 2011 audit reveals UREXVWQHVV LQ WKH VHFWRU¶V IXQGDPHQWDO GHPRJUDSKLFV ZKLFK PDQ\
might find surprising given the broader economic environment. There are 400 different contact 
centres, the same number as in 2008. More than 40 closed in this three year period; these 
included small-scale single-site operations vulnerable to adverse economic conditions, larger 
organisations rationalising operations, and the consequences of merger and acquisition. Centres 
have opened in financial services (Tesco Personal Finance), utilities (Scottish Power), in local 
and central government and outsourcing. One high profile arrival has been the John Lewis 
Partnership in Hamilton.  
 
Overall employment has actually grown from 4,000 since 2008, to now stand 90,000 made up 
of 74,000 interactive servicing positions and 16,000 non-customer facing roles, including 
managerial, supervisory and diverse clerical, technical and other support roles. The overall 
importance of the sector is evidenced further by the statistic that 3.6 per cent of those in 
employment in Scotland are working in a contact centre.  
 
Glasgow remains the most important specific location with 31,405 employees, 1 in 8 of the 
local employed workforce, a density greater even than in 2008 when 1 in 10 were of those 
employed in Glasgow worked in a contact centre. Lanarkshire comes next in the numbers 
employed, followed by Edinburgh, Fife, West Lothians and Tayside. The Highlands and 
Islands now has 31 centres and 3.4 per cent of the total Scottish workforce. Centres remain 
concentrated in the central belt. In the aftermath of financial crisis and recession, contact centre 
employment has become more, rather than less, important for many local labour markets.   
 
Financial services is the most important locus of contact centre employment. In fact, the 
proportion of contact centre employment has remained remarkably consistent at more than one 
in three over the past decade. Despite adverse circumstances growth has occurred since 2008 as 
it has in the media/entertainment vertical and in the public sector. Employment in telecoms has 
declined while it has remained stable in both utilities and IT.  
 
For more than a decade employment in outsourcing grew faster than any other segment of the 
Scottish sector, to just under 30 per cent of the market by 2011. While the rate of growth in this 
heterogeneous sub-sector has now slowed net employment continues to expand.      
 
The workforce demographics are compelling. More than three-quarters of employees are on 
full-time contracts, a proportion that has grown steadily over the past two decades, while the 
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numbers of temporary workers has continued to decline to only 1 in 20 of the workforce in 
2011. At least as far as the contact centre sector is concerned and contrary to expectations, the 
crisis and recession have not led to the growth of temporary or part-time working as employers 
seek to absorb fluctuations in demand and to drive efficiencies through lean methods and 
intensifying the work of their existing full-time workforce. The gender composition of the 
workforce continues to challenge the stereotypical assumption of the sector as wholly 
feminised with 58 per cent of employees now women and 42 per cent men.  
 
5.4 Impact of Economic Crisis 
 
Given that the fact that the data for the 2008 audit was collected before the financial crisis of 
September 2008, we were compelled to speculate when writing the report on the potential 
consequences for the contact centre sector. It was not possible, of course, to make any 
predictions on the extent of job losses and their sectoral location. However, we did suggest that 
there might be elements of continuity as much as profound change going forward. The acute 
difficulties faced by Scottish finance sector organisations (HBOS, RBS) would inevitably 
affect demand and employment levels. Yet, it was far from clear what the precise impact on 
contact centre jobs would be even though a recession would impact overall demand and have 
general consequences for employment, including that in contact centres. 
 
However, we observed (Taylor and Anderson, 2008: ), it was important to remember that the 
call centre had emerged as a cost-efficient means of delivering interactive customer servicing 
and sales and displaced more costly face-to-face contact roles. Arguably, the growth of the call 
centre had been precipitated by the recession of the early 1990s and the need to cut costs and it 
was certainly true that employment in contact centres had grown in the wake of the 
recessionary pressures following the dot.com crash at the end of the decade. 
 
While it was difficult to see how financial crisis and recession would not lead to the loss of 
contact centre jobs, we suggested that it was feasible that contact centre roles might be less 
vulnerable than others within organisations, precisely because the contact centre was a cost-
efficient solution. The 2011 audit would seem to confirm this suggestion in that the contact 
centre sector has continued to grow, albeit modestly, even in the financial services sector itself. 
 
We also suggested that as far as in-house contact centres were concerned, the fundamental 
driver would be the need to reduce operating costs. Even though cost reduction would be a 
general pressure operating across the contact centre sector, the imperative would be 
experienced differentially according to sector and firm. Concretely, it was suggested that 
financial sector companies might be under greater pressure to cut costs, but even in this most 
obviously affected sector, some companies would be under greater pressure than others.  
 
Within the parameters of cost reduction, we proposed a simple matrix (Figure 2) indicating 
some potential responses. While these suggested options may have already been adopted by 
companies, it was suggested that some or could be pursued more fully in the wake of the 
financial crisis and recession. These four options did not exhaust the range of possible 
responses. The rationalisation of existing IDFLOLWLHV µFUHDWLYH V\QHUJLHV¶ GRZQVL]LQJ DQG
closure were likely to occur in the contact centre sector as a whole. However, as a heuristic 
device, this diagram helpfully indicated four potential options that might have been adopted by 
specific companies. It is appropriate to reproduce this diagram and to appraise each in the light 
of the post-2008 evidence.  
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Figure 2: Cost-reduction options that might be pursued by contact centres 
 
 
Domestic Outsourcing ± The outsourcing of in-house voice services to an external third-party 
provider was always bound up with promises of cost (particularly labour cost) reduction, the 
leveraging of labour flexibilities and the ability of suppliers to respond to client needs. In 2008, 
we speculated that the domestic outsourcing might be increasingly pursued. In previous studies 
(Taylor and Bain, 2003; 2006) we had observed that companies have utilised the network of 
geographically proximate outsourcers in order to achieve operating efficiencies.  
 
The post-2008 statistical profile of the sector does not demonstrate a proportionate increase in 
the extent of domestic outsourcing (Section 2.12). This conclusion is supported by the evidence 
provided by companies themselves regarding their outsourcing practices (Section 2.25). It is 
not being argued that particular companies have not externalised operations to a greater extent 
than previously. Clearly some have. However, the evidence is compelling that domestic 
outsourcing has not increased in overall terms by companies with in-house centres, as a cost-
cutting response to the recession, in the manner that some might have predicted in 2008. The 
reasons would seem to relate to the fact that the degree of cost advantage that might be seen to 
derive from outsourcing, might be outweighed by a perceived loss of quality in service 
provision.  
 
Overseas Offshoring ± 2Q WKH EDVLV RI WKH HYLGHQFH RI FRPSDQ\¶V SUDFWLFHV DQG LQWHQWLRQV
discussed in Section 3, it is clear that offshoring has continued by companies, wherever 
headquartered, that operate contact centres in Scotland. It is also true that there has been 
OLPLWHGµQHZ¶RIIVKRULQJVLQFH+RZHYHUWKHRYHUDOOHYLGHQFHLVWKDWRIIVKRULQJKDVQRW
been extensively pursued as a cost-reduction operation by companies. For example, the number 
of companies offshoring has not increased, nor have they increased the volume of work that 
has been relocated. Indeed, as we observed there has been a distinct trend to reshoring voice 
services, if not back office and IT processes. The suggestion that organisations that had 
previously rejected offshoring might reconsider this decision because of the urgent need to 
reduce costs is not generally supported by the evidence.  
 
Automation ± Given the requirement to cut costs, the attractions of automation and introducing 
forms of self-service by customers have been acknowledged. In 2008, prior to the onset of 
financial crisis there was widespread expectation that automated service provision would 
increase, prompted by WKH RSSRUWXQLW\ WR µWDNH RXW¶ WKH ODERXU FRVWV LQYROYHG in the most 
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transactional of voice services. These expectations were articulated by senior management 
prior to the onset of financial crisis and reflected emerging trends. However, as was made clear 
in Sections 2.2 the adoption of web based solutions has occurred to a far lesser extent than 
anticipated. Looking forward, through, though, the overwhelming majority of organisations do 
now expect automated provision to grow over the next two years.  
 
Intensification and lean. If organisations has not resorted to extensive domestic outsourcing or 
overseas offshoring, and if the sector as a whole has not shifted massively in the direction of 
automated solutions since 2008, then this leaves intensification and lean as the remaining cost-
reduction option. We had suggested in 2008 that organisations might attempt to use their 
H[LVWLQJ µsocio-technical systems¶ more intensively. Such measures might include increasing 
call throughput, reducing call handling times10RUZUDSWLPHVRUµRSWLPLVLQJ¶ labour utilisation 
and on-call. Such methods might become manifest in increasing targets at the level of centre, 
business stream, team or individual agent. Put another way, the emphasis might be to increase 
output from an existing or indeed smaller reduced workforce.  
 
In this respect, we acknowledge evidence that this has been a longer-term trend in the sector as 
a whole. The Department of Trade and Industry (2004: 140) concluded WKDWµ7KH8.FRQWDFW
centre industry witnessed a massive increase in the use of efficiency-enhancing technology in 
the mid-to-ODWH V DLPHG DW SXVKLQJ WKURXJK DV PDQ\ FDOOV DV SRVVLEOH¶. Whether on 
outbound services through predictive dialling technologies, or generally through extended CTI 
(computer telephony integration) applications (e.g. caller line identity, skills based routing), 
touchtone IVR (interactive voice response), the similar effect was labour intensification. Call 
blending and CRM (customer relationship management) software were also intensively applied 
in the dominant mass market, where the potential for scale economies was greatest.  
 
The pursuit of this option is not without potential costs and risks for organisations. Simply 
raising labour productivity through increasing call volumes and placing considerable emphasis 
on quantitative metrics can damage service quality. Arguably, harsher economic conditions and 
an increasingly competitive market place a greater premium on customer retention which in 
turn necessitates a major commitment to service quality standards. Furthermore, the imposition 
of largely quantitative solutions to cost reduction might have negative consequences for 
HPSOR\HHV¶PRUDOH commitment and even attrition but, of course, the latter responses is likely 
to be mitigated by a changed labour market reality that leaves agents more likely to remain 
with their current employer.  
 
The evidence is compelling that lean and intensification have indeed been the most common 
cost-cutting measures adopted. The most frequently reported responses relate to the 
introduction or growth of lean working, of operational excellence initiatives and of drives for 
efficiency. The audit evidence demonstrates that the recession has generated a step change in 
lean, in terms of both the breadth and the depth of initiatives.  
 
Where call volumes have remained at similar levels, fewer agents tend to be used. Where 
volumes have increased similar or in some cases even fewer agents are employed. This 
recalibration of staff numbers to levels of demand is the principal labour utilisation outcome, 
GHVFULEHGZLGHO\E\PDQDJHUVDVµGRLQJPRUHZLWKOHVV¶6XFKODERXUXWLOLVDWLRQVWUDWHJLHVDUH
                                                 
10
 Where the productivity of each operator is measured to an infinitesimal degree, the shaving of seconds off 
CHTs may produce dramatic results. Miozzo and Ramirez (2003: 70) provide a powerful illustration from British 
Telecom, where a one-second fall in CHTs on directory enquiry calls was calculated to save £2 million.  
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often related to the introduction  or extension of tighter Performance Management policies and 
practices which contribute to an intensification of work.  
 
5.5   Prospects 
 
Attempting to gauJHRUJDQLVDWLRQ¶VSURMHFWHG JURZWK LV DGLIILFXOW XQGHUWDNLQJ DW WKHEHVWRI
times. Even prior to 2008, companies reported a major difficulty in providing data on future 
expansion or contraction. Of course, this difficulty has been magnified since 2008 in conditions 
of profound economic uncertainty at industry and firm level. Indicative data given by 
organisations in 2011 suggest expansion in a minority of centres. A smaller minority predicted 
contraction, but the greatest number stated that market uncertainty rendered them unable to 
make predictions.  
 
Based on existing trends, though, Scotland is likely to progress as a nearshore and onshore 
destination within the global service delivery paradigm. The trend seems clear enough. In 
2011, 38 centres in Scotland were owned by headquartered overseas, compared to 27 in 2008. 
US, European and Asian companies have all increased their presence in Scotland and 14 per 
cent of the workforce are now employed in centres that have their HQs located overseas.  
 
6FRWODQG¶VSURSRVLWLRQDVDKXEZLWKLQWKHJOREDOVHUYLFHGHOLYHU\SDUDGLJPLVVWUHQJWKHQHGE\
its capacity to deliver foreign language services. Almost of 15 per cent of contact centres in 
Scotland provide dedicated foreign language services. The most common services are in the 
western and southern European languages with a smaller number in the Nordic and eastern 
European languages. Diverse Asian, African and Middle Eastern languages are often provided. 
Multilingual centres are often key EMEA hubs for their companies.  
 
6FRWODQG¶VDWWUDFWLYHQHVVLVFRQILUPHGIXUWKHUE\WKHUHDVRQVJLYHQE\RUJDQLVDWLRQVDVWRZK\
they have either located or retained their contact centres in Scotland. Most significantly, firms 
report the availability of labour with the appropriate skills and attributes and costs that are 
lower in relative terms to other parts of the UK. The economic environment has created a 
changed labour market dynamic that is making it easier to recruit skilled resources. Evidently 
the provision of grants, incentives and other forms of assistance remain significant for a 
significant minority of organisations.  
 
The sector will FRQWLQXHWKHWUDQVLWLRQIURPWKHHDUOLHUJHQHUDWLRQVRIµSXUH¶YRLFHFHQWUHWRWKH
multi-channel contact centre, even though the adoption of web capability to date has been 
slower than anticipated. More than three-quarters of centres anticipate growth in internet based 
self-service over the next two years. This channel shift is being driven by the imperative of cost 
reduction, subjecting to automation the most transactional calls. Other anticipated 
developments were web chat, SMS, social media and IVR.     
 
Finally, in terms of impacts of financial crisis and recession, discussed extensively above in 
relation to the post-2008 period, we remain in unchartered territory. At the time of writing, the 
latest available figures for GDP (for the third quarter of 2011) showed a modest increase of 0.5 
per cent (http://www.scotland.gov.uk/Topics/Statistics/Browse/Economy/GDP2011Q3). Exact  
predictions are impossible, but it is difficult to escape the likelihood of protracted stagnation, 
very weak growth or even a flatlining economy, to say nothing of the possibility of a further 
descent into recession perhaps instigated by the repercussions of Eurozone crisis. While the 
macro-economic environment fundamentally shapes business activity it does not determine the 
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detail. We have seen already that there is no linear and tight cause and effect relationship 
between the broader economy and the contact centre sector. 
 
All we can do is suggest futures based upon the robust data of this audit and the insights 
derived from our unparalleled knowledge of the contact centre sector in Scotland from over 
two decades. It is not unreasonable to expect that the sector will continue to demonstrate its 
viabiliW\LQZKDWKDVEHHQWHUPHGWKHµQHZQRUPDO¶HFRQRPLFFOLPDWHA minority of firms will 
continue to grow their capacity and we can expect new centres to become established. A 
countervailing trend will see the increasing adoption of automation, to organisations seeking to 
move customers towards forms of self-service whilst maintaining a complement of voice 
provision, as cost-reduction remains a strategic operational priority. This inescapable logic will 
compel organisations to µGR PRUH ZLWK OHVV¶ IXUWKHU GULving operational efficiencies, lean 
ZRUNLQJDQGµRSHUDWLRQDOH[FHOOHQFH¶LQLWLDWLYHV 
 
In respect of sourcing strategies, RUJDQLVDWLRQV ZLOO FRQWLQXH WR DGRSW WKH PDQWUD RI µULJKW
VKRULQJ¶RISXUVXLQJWKHVRXUFLQJVROXWLRQVWKDWDUHDSSURSULDWHWRWKHLUbusiness requirements, 
scale, product market, customer base and so on. There is absolutely no evidence to suggest that 
offshoring will have anything but a marginal effect on the Scottish sector. As emphatically 
demonstrated, the offshoring of voice services is a limited proposition and, in fact, going 
forward we might expect there to be further reshoring. Scotland is in a good position to 
continue to develop as an attractive geographical onshore and offshore location within the 
broader global services delivery model offering all of the advantages of experience, maturity, 
customer service quality and skill at costs that are relatively low by comparison to certain 
competitor locations.  
 
In conclusion, it might be apposite to conclude by returning to the point of departure of this 
report. The importance to the Scottish economy of the contact centre sector cannot be 
understated. It used to be fashionable to predict the demise of the contact centre with many 
analysts seeing it as an ephemeral development. No one can now doubt that it is integral to the 
way organisations do business and is at the very frontline of their interface with customers. 
Equally significant from a policy perspective is the fact that the contact centre sector is such an 
important source of economic activity and employment across Scotland, and remarkably so 
specific locations. 
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SCOTTISH CONTACT CENTRE AUDIT ± 2011            
 
1. What is the name of your organisation/contact centre?       
   
2. What is the address of your contact centre?       
   
3. Please provide...a contact name       
 
                           ...a job title       
 
                           ...an email address       
 
                           ...phone number of contact       
   
4. Where is your company/organisation headquarters located?       
   
5. How many contact centres are operated by your company/organisation in... 
 
Scotland                 Rest of the UK              Internationally            
   
6.  In which industrial sector(s) does your contact centre operate? (eg. banking, insurance, media, 
financial services, telecommunications, public sector) 
      
    
7. Are you an outsource provider? (please click relevant box) Yes    No    
   
8. What are the main business functions performed by your contact centre? (e.g. inbound, outbound, 
telemarketing, telesales, customer service, technical support etc) 
 
      
   
9. What was the start-up date of your contact centre? Year       
   
10. What is the current and projected size of your contact centre workforce (headcount not FTEs)? 
  
Total Number of 
Employees 
Number of Full-time 
Employees 
Number of Part-time 
Employees 
Current                   
Projected (2013)                   
 
If you have difficulty in giving projected employment levels for 2013, please give reasons 
      
 
11. Please give a breakdown of your contact centre workforce? 
 
Category Number 
 
Customer-facing agents       
 
Team Leaders       
 
Contact centre managers       
 
Other heads of functions (forecasting, scheduling, IT)       
 
Other roles directly dependent on the contact centre       
   
12. How many temps are employed in your contact centre? 
 
 
Number of directly employed temps               Number of agency temps                
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13. What is the gender composition of your current workforce? (percentage not number) 
 
Male            %  Female          % 
 
 
14. 
 
What is the total number of foreign language speaking staff in your contact centre, and what 
foreign languages are provided? 
 
Total number of foreign speaking staff          
 
 
Please list foreign languages       
  
15. Are you aware of the Customer Contact Association ± the professional body for the sector ± and 
the services it provides for its members?  
 
Yes      No         
 
 
  
 
16. Does your organisation recognise a trade union or staff association for employees in your contact 
centre? If yes, please give the names(s) of the trade union and/or staff association 
 
Yes      No         Trade Union/Staff Association           
 
  
 
17. Does your organisation have other forms of formal consultation with employees? If yes, please 
indicate the form(s) this consultation takes. 
 
Yes      No         Form(s) of consultation       
 
  
 
18. What are/were the most important reasons for retaining/locating your contact centre(s) in 
Scotland? 
 
      
 
19. Please list any particular skills, facilities or resources which you believe are not readily available 
in the Scottish market? 
  
20. To what extent do you agree/disagree with the following statements regarding your building and 
accommodation? (Please click relevant box) 
 
Strongly 
Agree 
Agree Neither Disagree Strongly 
Disagree 
Our building/accommodation meets our 
current requirements for space 
 
 
 
 
 
 
 
 
 
 
We are confident that our current 
building/accommodation will meet our 
requirements over the next 2 years 
 
 
 
 
 
 
 
 
 
 
We are confident that the market will 
meet our requirements should they 
change 
 
 
 
 
 
 
 
 
 
 
We are satisfied with public transport 
links to our centre 
 
 
 
 
 
 
 
 
 
 
 
Please give reasons for your answer 
      
21. ,I\RXµGLVDJUHH¶RUµVWURQJO\GLVDJUHH¶ZLWKDQ\RIWKHVWDWHPHQWVLQ4XHVWLRQSOHDVHLQGLFDWH
the actions that you believe should be taken to improve the situation. 
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22. To what extent do different channels of customer contact complement voice services?  
 
Please provide approximate percentages of the volume of business by channel. 
  
 
Channel % Channel % 
 
 
Voice       E-mail       
 
 
Chat       IVR       
 
 
Internet       Other       
 
 
  
 
23. Over the next two years do you anticipate the growth of automated service provision, such as 
voice recognition and the web? 
 
Yes      No         
 
 
If yes, please give examples. 
  
 
24. What skills and training issues do you anticipate will result from the introduction of new 
technologies into the contact centre environment? 
  
 
25. How have the financial crisis and recession impacted upon contact centre operations? (e.g. call 
volumes, headcount, introduction of lean working, performance management etc.) 
  
 
 
26. Do you currently outsource contact centre services to a domestic provider? 
 
  
 
 
Yes      No         
 
 
  
 
27. Does your company currently offshore services to India or other overseas locations? 
 
  
 
 
No         Yes India     Yes Other (please state)          
 
  
 
,)<28+$9($16:(5('µ<(6¶7243/($6($16:(548(67,21672 
 
28. What is the nature of the relationship between your company and the Indian or overseas operation, 
for example, in-house/captive, third-party provider, joint venture? 
 
      
 
 
29. Please give details of the contact centre services offshored to India or overseas destinations, for 
example, what level of complexity, whether inbound, outbound, customer service etc. 
 
      
 
 
30. What impact has offshoring had so far on employment levels in your Scottish contact centre 
operations? Please indicate the numbers of job lost if any? 
  
31. In what ways has offshoring affected operations in your Scottish contact centre(s)? 
  
32. If possible, please indicate your future plans regarding offshoring. 
 
      
 
33. What destinations other than India have you considered offshoring to or may consider offshoring 
to in the future? 
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34. Please give reasons why you have not offshored contact centre services to date? 
 
      
 
35. Do you envisage your company offshoring...within the next 12 months? Yes      No        
 
                                                                     ...within the next 2 years?            Yes      No        
 
                                                                     ...within the next 5 years? Yes      No        
 
  
 
36. Has your company considered offshoring to India or other destinations? Yes      No        
 
  
 
37. Has your company conducted pilot experiments with a view to 
offshoring? 
Yes      No        
 
  
 
38. Please list the three most important advantages of offshoring 
1)       
2)       
3)       
 
  
 
39. Please list the three most important disadvantages of offshoring 
1)       
2)       
3)       
  
COMMENTS 
Please add comments on any issue raised, or not covered, in this survey. Use another sheet if 
necessary.  
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